







m 1 











The Growing Use 
Of Bar Codes 



i 



i 
i 



Section 89 Under 
Increasing Attack 






Customer demands for high-quality service 
are up sharply, and the way a business 
responds can mean success or failure. 
Draeger's grocery in Menlo Park, 
Calif., is among the winners. 





Since He Started His Own Business, 
Bill Evans Hasn't Missed 
A Day's Work. 
Neither Has His Konica Copier. 




If you need a copier that works, like Bill does, 
here's a toil-free number you can call to get all 
the information about Konica's full line of award 
winning copiers that work as hard as you do. 

Konica. Hardworking copiers for hardworking 
people, 

1-800-6487130. 

c. |Q8Q Konica Business Martin** U S. A.. Inc. 




Konica 

COPIERS-FAX 



WHO'S GOING TO KNOW 
YOU'VE GOT A GREAT IDEA 
UNLESS YOU CAN TELL 
THEM YOURSELF? 



You sell other people on your ideas; 
you impress them with your thoughts 
and convince them of your opinions, 
not only with what you say but in the 
way you say it But unless you can 
express yourself clearly forcefully and 
convincingly the world will probably 
never know about your good ideas, 
no matter how great they may be. 

Each year, many thousands of men 
and women come to Dak 1 Carnegie to 
discover and develop the skills and 
abilities they need to express them- 
selves with confidence and clarity 
with force and conviction. They gain 
the poise and self-assurance to speak 
with more authority more enthusiasm, 
to capture and hold the attention of 
others and make them want to hear 
what they have to say They leam to 
speak in clear, concise language, 
without fear of misunderstanding. 
They learn to inspire people, to gain 
their support and cooperation. 



The Course can help you recognize 
the reasons people act and react as 
they do. As you put your new skills 
and abilities to positive use, your rela- 
tions with others are improved, you 
enjoy greater teamwork and harmony 
at work and at home, and you feel in 
command of yourself and the work 
you do. Your self-esteem grows and 
your outlook on your work, on your life, 
becomes more positive, You soon find 
you're able to reach new and higher 
levels of success and achievement. 
As a result, you feel more vital, more 
energetic, you become more productive 
in virtually all that you do. 

Tb find out more about Dale Carnegie' 
Training, and how it can benefit you, 
ask for your free copy of our quick- 
reading booklet that outlines the 
benefits and objectives of the Dale 
Carnegie* Courses. 

Calf toll-free, 800 231-5800 or 
write directly to the address below. 




"Dale Carnegie Courses' Bring Out the Best in People" 

BALE CARNEGIE & ASSOCIATES. INC 

SUITE 739N • 6000 DAlE UAfiNEGlE DHIVt (WU • HOUSTON, TEXAS 77036 
ACCflEWTE* BY H€ ACCREDITING COUNCIL FOB CQNTWUWG EDUCATION & TRAINING. INC.,MXET 
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fO Covar Si Dry; Service Survival 

More lurnpauieft aee that survival 
depends on high-quality service. like 
that at this California grocery. 



B A Push To Repeal Section 69 

Compliance burdens imposed on tlnns 
by the tax code's new health-insurance 
tiUrtdardK spur demands for repeal 

20 Testing For Dependaltility 

A new test forecasts how well an 
applicant will dn in a ^jwer/ilk- job, 

30 Bridging The M «otlw«oii Sap" 

How to unleash your employees' desire 
to do their best work- 

34 Wider Uses For Bar Codes 

Itor-corie technology, familiar in 
supermarkets, now cuts conta for other 
types of hijfiine&ses, 

38 Partners In Entrepreneurs^ 

This riiiiinhi]! ^K"iL^ with iui expisiiLatinh 
of "copreneurs," a new lenn for 
spouses who are business partners. 
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12 " Fsrnilf 'FrierHJIf Workplaces 

William and Margaret Freivogel share 
A job so Uwy can share more tinu* with 
their children. 



42 A Buttle Of Words With The IRS 

A deductions dispute with the Lax 
collector teaches lesions about trying 
to earn money from second huHtnesse^. 

45 A Hrttth-Benafits Checkup 

The resuming battle over congressional 
f ffturtK to rimndate medical courage 
tops this ruundup on health topics. 

50 George Romnev Wants You 

The man who helped spark United Way 
wants to fire up or£&ni&ed 
volunteer-ism in the U.S.. and he wants 
business to pitch in. 

54 Blunders Abroad 

Anecdotes on Americans' mistakes 
while seeking business overseas offer 
I pointers on penetrating foreign 
markets - 

BO How AIDS Affects Benefit PlaBS 

Emplnyer*. employ its, and irjsuri.-rs 
must consider redesigning insurance 
coverage to meet AIDS' challenges. 

B3 A Franchise? Or A Oaalmhip? 

The choice is yours. Here's how to tell 
them apart anrl decide whidi is for you 

77 Kern mo lis Wilson 

The retired founder of Holiday Inns 
puts- his name over the dour of a new 
hotel chain. 
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Tnidy Deane SullmuVH T. DtfrEi- ! -r- 
nfff.T f[i>hiuiii. fur wuiiji-n of filature — 
sizes M through 2t>. 
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the newlveco,youll 
choose the new Ivecof 
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The-alkiew 1989 IVECO EuraTurto* rs clearly 
the best delivery truck you can buy today w says Mario 
Andretti, a business owner wrth several IVECO trucks 
in his distribution company. 

[nside and outside, the newly refined IVECO 
offers more features and owner-advantages than ever 
before. And outperforms the competition! 

Only IVECO offers 3 full line of delivery trucks 
from 1 1 ,60022,800 GVW with: 

• Greater maneuverability 

• Greater serviceability 

• Longer engine life 

• Easier bading accss 

• Superior torque pulling power 

• Roomiest cab in its class 

• Models for every application 

BUM IVECO Truck* «r North America. Inc 



Above ail. you'H find the IVECO EuroTurbo is 
unquestionably more affordable due to its legendary 
lower cost of ownership. 

As a business owner you owe it to yourself to 
test drive the exciting new 1989 IVECO EuroTurbo, 
The best delivery truck for your money in America! 

For the name of your nearest IVECO dealer call 
1-8OCM47-47D0. Ask for your free fulkoJcr IVECO/ 
Andretti poster 



IVECO 

DIESEL TRUCK 

The delivery truck that pays for itself 

Circii Ne» 1 9 on foidfer £<&iyki Curd 
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Letters 




Bull s Eye 

"A Good Start For New Hires" |Janti 
ary] h fight on target. Gene Gemrnel 
did n great job of spell inn out the vitsil 

issues. 

The focus on the period between the 
d;-kv [hiii m-u emjdoyh'fcjs un- fit red and 
the day they report foo work is substan- 
tinted by significant research. 

fieromel hit the target when he indi- 
cated: thiii die most important factor in 
a new hire's decision to stay with a job 
or leave it i& whether the person^ 
apmifie and family are* hsippy, 

We find Hi L most people and compa- 
nies do nut {tay ersou^h attention to the 
psychological and human factor* but, 
rather, focus on the hi^h ticket items 
jstich as real estate and moving ex- 
penses.. 

The problem would appear to be urn* 
of unquestioned answers rather than 
unanswered questions, 
William L. Bainbridge 

Pretideni mid ( KO 
Sehaul Mutch 
W#stervilte f Ohio 



practically everyone in the nation 
woutd revolt Retinal the Demoeraiit'- 
controllpci Cnngress. 
Not a bad strategy I'm- i.he Gipper as 

lie.- fades in ■ I [miLn 

the smirk on Reagan 's face as he heads 
for California. 
Dai ley /. Btr&rd 
New fberia r La. 

Just Til Let You Know 

Thought you might be interested to 
kiKiw that Keith Briscoe, who received 
many CttJtn from the article about him in 
Forbes, £01 twice as many in response 
to his article in Nation's Business 
["Colleges, Like Companies. Need Vi- 
sion To Succeed December]. 

1 1 seems that he struck a responsive 
chord. 

Jah n E. Rms 
E7rv President 
C&ttvffe Con mjctwns 
New York 



Till Last Laugh 

Age sometimes provides for f unsighted 
wisdom 

As his presidency ended, Ronald Itea- 
tfan cleverly sifted a 50 percent pay 
increase for the Democratic-controlled 
Congress knowing that the Republi- 
cans would move against I lu- nn-,-« A ml 



Milking The Call 

On Women's Business 

As a result of Sharon Nel ton's article 
"Women Mentors For Entrepreneurs " 
[January], the Women's Network for 
Entrepreneurial Training i'WNI'TTi has 
hwn receiving ft to 10 calbs per day. 

It is encouraging to see that the con- 
cept uf d eve loping the management 
abilities of those who own businesses tti 
becoming a reality in the business com- 
munity, and especially for women in 
business. 

Carol M. Crockett 

Office of Women i Business 

Ownership 
US. Small Business Administration 
Washington 



Send tetter* to £tfttor, Mutton's Busi- 
ness. MIS H Street* MW<> Washing- 
fnit, fit" JtiQft? ti ml ntt la iff i 
phone number. Letters iutdremed lo 
the Editor will bo cvjixidered for pub- 
lication unless the writer requests 
ttthiTffixr. tsut! tht'tf mtiif tx' edited nW 
condensed. 



Good Ethics In 
Business Pays 

We thought Michael Barrier's article 
11 hmlher Act" [January] was great 

You really captured the spirit of Quill 
Corp, and our own personal feelings. 

We have received many letters re- 
garding the article, and they seem to 
zero in on a point that was made by one 
CWfcesipn^dent: |J Il \* a] way a good Uj 
hear that policies of ethical business 
behavior and excellence in customer 
sorvii *r :trv rewarded." 
Jaek Miller 
President 

Quill Corp. 
Lincolnshire. Iti. 



Nations Business 
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s xmatf business, if ran Ae* eivn 
timeUrratihriop 

"Everyone toakts fo me for anstms 
Bui tberv u rrr times when f uished / bad 
someon§ to bonne? ideas ($of Snmwrw 
t could turn to for advice, 

Tftttb isjtmw expected a targe 
corporation like ATtf io be thai 
somtrme 



LEARN HOW YOUR SMALL BUSINESS CAN 
TAKE A BIG STEP FORWA 
FREE. 



\tes, please send me a free copy of AiVTs spec«a I i 
mirkeUn^ series of 7bUcommu Meat tuns idem to Grow Oft 

□ ftushmvcopyofthfdlcikHWjH'n* tttaiJutg w\\ ^1 
r^ili b. M.iv M. W? * 
My toul monthly telephone bill i* □ J W> -S501J 

□ fWO-flCMK) □ AD0D-H0DO □ $3000+. TT* majority 
of <ny btoineu Ott □ a not conducted in my burnt 
Hy company bus. — __ — employees. 
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Call 1 800 533-9780, Ext 5113 






The right choice. 



t how you can movt* your 
rW3rJ And Jearn how., 
u lent 10 netw< irking, 
uters to eommunica 
is the- riglu choke. Call 
vour free book lets today 

OR YOTK BOOK LET BY 
WASD GOT AT&rS TEAMS 
IMES. A DOTOWAW-FREE 



D ~ 1 T — 1 — 1 — 

salc% introduce' n* l w kIih i s 
enhance your company's intake, 
and open dtjors for growth. 
You'll rewire A fiattnmx 'Tool 

U xf \ttWiil UliSi Mi'S^t in tli 'fh X 1 1 

introductory h*Hiktet deigned to 
bring the whole teteajmfwinica 
liom picture into focus Plus a list of 
iniptrLinl AlitTliJI free nunilvts, 
and these four helpful booklets Tree 



ml K THERETO BEGIN* 



fit'ttinfi Starttri \\ tth Ti'It'ttuuiirt- 
trig sht >ws how easy it is m set up 
yuurowatdcmaHortin^pn^r^in m 
your own office ^'i net with minima] 

ipme-fu tic staff 



WANT TO TLST OUT NEW 
TER RITOftrES, BUT TX)NT 
HAVE THE SALES FOSCH 
\U "i'M 1 'NFHKK' 




WANT TO MAKE IT EASIER 
FOR YCK R Q.CTOMERS TO 
REACH YTXr r BUT H AVENT 
FOUND AN ECONOMICAL 
WAY TO DO IP 



J me a free copy of ATaT - !* 

□ Rush my copy of the dicLhunary- 
I m rruillnfl my reply hy May 31. IW* 

My nwnlhfy loon dl-Wice bill u 

I ThemapofHy 

of my buNness □ U □ is not 
ctmJuLtcd in my rn>ite 
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Fxpiitniing }t*i<r Akiritets ^lu iws 

he>wyou can l<3t new w jicts and tap 
imo rte-TV it-rrlicir krs w hi hunt ending 
more people oul irito the fidd 



Keeping Customers Satisfied 

Show's llOW VI HI t Jll lllLltn.ILK.LlMv 

impfi *ve ytjur level of eusiorner 
wff viee- by prov iding instant easy 
access with An AI&T 800 number 



L 
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Mail la ATifcT « Ben "W* Mt ProflfHCt, IL 6Q0U 




AT&T 

The right choice, 
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A Push To Repeal 
Section 89 



Nation '* Bu*fcn™ AUreh 1389 

77? e tax code's 
complicated netr 
strictures on employee 
benefits are 'inherently 
defective, 99 sam one 
cong rmdkmcu leader. 



By Rofftf Thomps&n 



The push is on to repeal Section 88 
of the federal tax code, the com- 
p)e* rn'W provision lunle-r wh'wh 
many business owner* and up- 
peHncorne employees will pay taxefl cm 
n portion at their health benefits 

But evert supporters of the repeal ef- 
fort concede they face an uphill battle. 
Hep, Dan Rostenkowski, D-IIL, the 
chairman of the Home Ways and 
Means Committee, has shown no signs 
of relenting in his support for the mea- 
sure as it now stands. "He thinks it 
[Section 89] is ii good law, imd he wants 
to see it work/ sakl an aide. 

As head of the powerful committee 
with practically absolute authority over 
tax law, Rostenkowski would have to 
be won over to the cause of repeal if r he- 
business drive is to succeed. 

Re jj, John J. LaFalce, D-N.Y,. chair- 
man of thr Finns* 11 Snivel Business Com- 
iriit J i-i-'-- Ii.s-. si l 1 1 1 j 1 l.. iUt j;.Kvi ihtn. Hi 
maintains that Section 80 is "inherently 
defective," He ha? introduced a bill,. 
H,R, mt to repeat the law. "t fully 
support the intent of Section 83 and its 
ultimate Koal of encouraging employ- 
ers to expand health-insurance cover 
age/ J said LaFaice, "But 1 am wn* 
cenied that the is so complicated 
and the compliance burden so onerous 
that it may well have the opposite ef- 
fect" 

LaFalce's carefully measured lan- 
guage belies the frustration and disbe- 
H&f generated by Section 99, especially 
in the small-business community. Dur- 
ing committee hearings on the iaw ill 
■fa Hilary, small-business wiiues^js iumh- 
nwed Section SO for its maddening 
cdmptexfty and draconian penalties. 

"Many ac'coun tarns are recommend- 
ing to their small -business clients that 
it raay be advisable [and less expensive] 
lo drop coverage in their employee ben- 
efit plans rather than meet the costs 
associated with compliance under Sec- 
tion M9 N " said Don Hull, an independent 
accountant speaking for the National 
Society of Public? Accountants. 

"Small business has been the focus 
of debute over ways to expand bealch- 
care coverage because most of the 
working uninsured are found in small 
firms." said Diane Large, vice presi- 
dent for personnel of the U.S. Chamber 
of Commerce. " But many companies, as 
i hey di wuver the comptedttes of com- 



i'htrirm®u Jafm J. LaFottt h 
aoneernsd that Section 
compfmwe burdens could tnf&el 
rt titifi rrftf let ht t.-l.-h ,-. f rt r f ?/ji 
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pliance [with Section 89 J, will decide t ■ ■ ■ l 
to Offer benefits at all." 

That was not the stated goal of Sec- 
tion 89 r which was pail of the Ifttfo" tsLv 
reform package but did nal take effect 
until Jan. 1 of this year^ Congress in- 
tended that Section SB expand acid 
broaden benefits, primarily health in* 
sunince, to workers who are inade- 
quately covered or not covered at all 

The law established an elaborate set 
of nondiscrimination tests to determine 
whether an employer offers a dispro- 
portionate share of tax-exempt benefits 
to higher-paid employees The law 
doesn't ban discrimination, but it is 
aimed at leveling the differences be- 
tween Live higher-paid employees and 
everyone else. 

However, an employer may continue 
a discriminatory benefits plan, provided 
that the higher-paid employees pay tax- 
es on the discriminatory portion of their 
benefits package, This, in fact, is the 
route most employers will follow be- 
cause it h cheaper than broadening 
benefits, say many consultants. 

Stiff tax penalties await my employ- 
er who fails to comply with the oondis- 
erimin&tfon rules. But employees are 
subject to tax ll Lion II their employer? 
fail to comply with a separate provision 
of the law that specifies how to main- 
tain a so-calked qualified plan. For ex- 
ample, if a company beaJth plan thai 



fails the qualification test pays Jati.lKtfl 
to an employee who suffers a cata- 
strophic illness, that money becomes 
taxable income to the employee. For 
someone in the 2H percent tax bracket, 
that means an additional $14.1)00 in fed- 
eral taxes alone. Moreover, if the em- 
ployee dies and the company's life in- 
surance plan pays SiVQ.QCHJ to the 
spouse, that sum alio ia subject to taxa- 
tion. 

Employers who fait to report these 
transactions to the Internal Revenue 
Service also pay a tax penalty on the 
payout calculated at the highest individ- 
ual tax rale, now 33 percent 

LaFalce maintains that it isn't fair to 
tax employees because their employers 
failed to comply with the io.w. 

"Repeal won't happen quickly; it will 
take time." said La Fake "But the 
more the small-business community 
n>ake^ its vk>ws known to tfofi Ways and 
Means Committee, the more amenable 
ils chairman might be to reconsider- 
ation/' 

What's Your Story ? 

What type of extraordinary problem 
h*ve you encountered in trying to com* 
ply wfUi Section ml We would like to 
hear about it so we can document this 
hiw p fi reai-world impact on companies. 
Write to: Section B9, c^o Nation's B^isi- 
1615 H Street p N.W Lh Washington, 
D.C. 20062. 

Hotline For Section 89 Repeal 

Y mm ioin 'h - i\v'w> to rejieal Section 

Thv IRE (Chamber of Commerce has 
established a Western Union hotline to 
send to President Bush a message urg- 
inp him to hack rejwal. 

Call 1 -800-267 4W0 and ask for hot 
Hne operator 9485, Each telegram will 
cost you $5.75. ^barged to your phone 
bill or a major credit card. The 9W call 
to order the telegram is toll-free. 

The message reads: 

"Dear Mr. President: 

"We need your help! Section 89, a 
misguided law, puts health and bene Jits 
plans at risk. Complicated* eostly, and 
still no 1R5 regulatk>n« + It's bail fur 
employees and employers. Repeal See- 
tion - i B 



Learn Lotus* 1-2-3* 
in just 4 hours. Guaranteed! 



MicroTutor tutorial -fc 
software... the fastest way 
to learn the spreadsheet 
techniques you need. 



D\ this 
Wu r staff could all he trained on 
Lotus'* 1-2-3*— without ever leaving 
your keyboard! Yes\ for a fraction *>f 
the cost of a single semma r or claw, 
MicroTLiturs *df-guided, di*k-based 
Lotus 1-2-3 tutorial can teach even 
the greenest novice how to become a 
proficient spreadsheet performer in 
just 4 hours. 

You "loam by doing" with our hamjs-nn 
approach that shows you how lo sohie 
real-world problems, With MicroTutor, i 
you'll haw: 

* Easy-to-follow, on-st:reen instructions 

* No lime away from the uft n g 

* A *elf-paced pro^iim the wholestafl 
can train with. 

* No clumsy manuals to wade through, 

* Nil U\ him ijr^iii in Jt^iphn 

And you'll be up-to-speed fast— in f ou r 
hours or less! 

In today's fast- paced world, knowing d 
spreadsheet program i> a must inr am ■ 
one who works with numbers. And 
MicroTutor is the perfect training toot for 
learn is v; L - Ho- 1-2-1 Now you 
■ind t'u-i v .'in - mi ■. i in -l.ilr 
can be armed with till the 
spreadsheet skills you'll need ti 
speed up your analyses, projec- 
tions, F & I. ^Uk-munl* — 
anything that usually requires 
manual "number crunching!' 
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Using your JBM h or compatible PCj 
Mkrrof u(t>f wi ll show you how to use 
Lotus 

• Create a spreadsheet customized tor 
Willi iitvuK 

• Input, edit and sort data, including 
deleting, inserting copying and 
moving 

• Chanel inures I- • o-i t.mi .m.Liulo- 

mat ic re-ca k u J at ion of result* , a I low i ng 
sophisticated "whal-if" pnmes. 

■ Trim your spreadsheets — t-ven ^rnph 
your data to interpret it betier. 



.our satisfaction is assured by on r 30-day guarantee, ancl 
all Mk roTulor products arc hacked by the strength and 
experience of National Education Corporation, the ivorJdVs 
largest training cornpxiny. PuJ Lotus 1-2-3 to work tor you 
now — get on the tasl track w itli 
MicroTutor Order lodav 1 



MkroTu tor's umuuL> 
spl it screen show* 
you what to do while 
you actually do i\, 
ThdLoeu* 
screen is tm (op, 
while your tnsl rue- 
liunsappearat the 
bottom. 



Everything You 




Si^fwjft nanwiait itiMiFirLifkj in 
rej[ift(c-ied itsAs ma ri.a i4 ttwu iPtjwt- 
Cut t n n-. punk's. IBM* ii j n^saMnl 
EiJiJi'iii lit k ». H InhH rutU'ti^l Ruriiivb^ 



National Learning Systems 

Dcpt PAHB^ 

925 O.fckSlreel. Scranion PA l^lfi 




St 1-800-221-7277 

I Fur I A X ordering ca l l l-717-34^U5Mm 
All 800 & FA X orders shipped within 
li haursf Or mail Coupon today. 



"VT^ ' m ^ P ui m y ^ tLJ H " l,r ^ fc* mv - Micn>Tulor lo mc 
I d • ASA R J lj ndersia nd I have 30 days lo eval u ate all pa^grams and that mv 
SATISFACTION IS 100% GUARANTEED 

Please check your selection^! ind total below- Check preferred disk slae □ fti? I IW 

l~l tOTU5 1-2-3 'i ▼ ▼ r j?5rf&ti Xame 

oi choose from these ether 4* LM' TlHo 

Vt i C roTutur *of « wa re jrrufcra utial 

Company Nime 



Li The Computer: A T^tl lor Manors . . , $49.00 
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□ IBM PC DOS 

□ Undc rsumi mj; SpreaddHeeti . , 

UWerrdPrrfetif 1 

i dBase III Hu^ " 

□ 5y mphimj-* * l . * ....... . . 

TotaJ Select ions g 54^00 each - 
PA & CA companies kW 6% sales lax 
-l . ipp;ir.-. .ind handling 

Total 



Addn?ss 

City 

5ta!e 



Zip. 




100 



^.L, I Check or Money Order Enclosed 

Cha rge to: □ MasterCa rd CAW MX 

□ VISA Expiration Dau- 

Card # 



I — ■ 



Signature All orders mu^l ^i^ru-d^ 
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Energy Priorities 
Outlined For Bush 



Proposals for a balanced energy policy, 
including a call for more access to pub 
lie landti For development of natural re- 
sources, were outlined for President 
Bujsh in a paper prepared by the Ener- 
gy and Natural Resources Committee 
of the l.\S. Chamber of Commerce. 

"A national energy policy that as* 
sures energy security and balances eco- 
nomic growth and environmental pro- 
tection i£ essential/' the committee 
said. "Such policy must maximize the 
eontrihu lions from all domestic enerjfy 
resources— coaJ r oil, natural ga&, urani- 
um. and conservation— and encourage 
development of new technologies which 
improve fuel efficiency." 

Amoiitf the committee's policy rrom- 
mendatioms: 

• vl ....i n i: i.Mi ■ r i in j r- '. >>w ..]' iU 

existing and future restrictions that 
bar resource development on public 
hnds, 

• Encourage exploration fur and de- 
velopment of new domes tic oil reserves; 
impose no new taxes or import fee* on 
u|] consumers or the oil industry. 

• hecontrol the wellhead price of 
natural (fas. 



Sut'tea) fits r$ if should frr po*} tinned 
for ffwfitrr ttiw, thr U.S. Ch&wkp r of 
Cornwinre .mid w comprrhrmive 
f tttrfftr }ioHcy trco m mm da t ions 
outlined for Frvsidtnt Bush. 

• Promote greatf r. environmentally 
sound use of cool; develop improved 
emission control technologies: scruti- 
nize closely any changes in environment 
ml standards affecting coal. 

• Maintain nuclear energy as a pow- 
er source, and position nuclear energy 
for greater use in the future 

• Boost energy conservation while 
recognizing the need to stimulate ex- 
pension of conventional energy siip- 
plies 1 und spur development of new en- 
er#y sources. 

A Bigger Hole For Private 
Firms In Moving The Mail? 

Km all companies interested in doing 
business with the Postal Service 
should kt-£[j ak«rt to the possibility that 
the bi£, quasi- public agency will farm 
out more of its activities to private in- 
i duatry. 

Postmaster General Anthony M, 
Krank says the Prate! Service will pin- 
l>oint in (.timing months which* if any, 
tif its vast openitions mitfht he handled 
better by private OTntmrUjra. 

He named no likely aretts for con- 



tracting out, but he noted that "in de- 
veloping out assessments, nothing is tu 
br wacred. nothing off limits." 

Frank conceded, however, that in- 
creased contracting out won't be easy: 
"Any decisions to contract out signifi- 
cant work dements will be difficult; 
they are likely to cause protest, bring 
political pressure, md sorely test Lhis 
ortfamzfttion's mettle. But if some addi- 
tional contracting in noncrilical areas 
makes sense for nur u^. L ■ i rr^- b^s jsinl Tur 
i Jim lnn^-ierm good of the Pc^tul Ser- 
vice, then wm nuKt luivi- \hr cnur;^!..' Ut 
make the hurt! decisions/' 

Labor unions representing postal 
workers, backed by powerful coalitions 
in Congress, have bitterly fought previ- 
ous efforts to turn substantial postal 
activities over to the private sector. 

The postmaster general, speaking at 
the National Press Club, in Washing- 
ton, ruled out privatising the enure 
Postal Service* calling the much-debat- 
ed idea M un workable and unnwwwry. 11 

Many advocates of privatization 
maintain, however, that the Postal Ser- 
vice remains a prime candidate for con- 
'.•i-r-iuii ot :i jjHivrumnil activity to pri- 
VLite ownership. 



Total Compensation Soars 
For Marketing Executives 

Led by marketing and sales executive!*, 
most top officials nf small and midsized 
firms earned more money in I9S"7 than 
they earned the year be£ore T according 
to a recent survey of f£2 members of 
the National Institute of Business Man- 
agement. a business advisory organ iza- 
tion. 

Chief executive officers drew the 
highest nay. Their median total com- 
pensatbn wa£ §139.000 in 1387 , up 6.9 
percent from S 180,000 in 1986. The me- 
dian is the point at which half of those 
vi v>'l 1 m rnei I mure and half earned 
lews. ' 

Some executives did even better than 
t !EO« in percentage ffains for the year. 
The median total compensation of mar- 
keting executives, for instance, rose 20 
percent to $90,000 in 1987. Sak^ t xecu 
live>' nvriiian intal L'Mnibi-ii 'A (H-reent in 

Top company officials for human re- 
sources, finance, and data processing 
lagged with pay hikes for the year 





Do you need a quick a&ses&inent of 
your product 1 * <jt service's market 
|.if>U'ntiul in S^Litlk", Kansas City, or 
any of iMXM other American and Cfr 
itndiun cities? Such chore* are a snap 
with 77ir AsuttHsxQr Seticn, a ci>mpre- 
henaive computer and hard -copy ref- 
erence package that has been com* 
piled by the Economic Research 
Institute, of Newport Beach, Calif. 
Jl'jdijiJnj in Clb-j 



uatkinip and it can t^LimaU 1 the val- 
ue of your privately held firm. The 
package with databases for Lhe car- 
rent quarter costs (279. phis $3,50 
for shipping. If you would like more 
information, write to Economic Re- 
search Institute, 901 Dove St, New 
port Beach. Calif DiffitiO, or call (714} 

The Grpat.ty Grvfrinff Garbage 
Probletn, a new publication from ttie 
U<$, Clumber of Commerce, is an 
authoritative guide to solid -waste 
management, 'file guide contains in- 
formation essentia] to communities 
and businesses that have to plan and 
implement programs for solid-waste 
difspnuiil. Thv publication fa $20 for 




employee who hire economically disad- 
vantaged individual:* from tune groups. 

The groups include 16- and 17-year- 
old disadvantaged youths hired for 
summer work, other disadvantaged 
youths from ages IS through 22, people 
with disabilities wlm :irj referred hy 
state vocational rehnhii station and Vet- 
erans Administration programs, eco- 
nomically disadvantaged Vietnam-era 
veterans, economically disadvantaged 
ex-offenders, and recipients of Aid fc? 
Famines with Dependent Children. Fed- 
eral Supplemental Security Income, and 
state and local general-assistance pay- 
ments. 

Employers may claim a credit of 40 
percent of first-year wages up to $6,000 
per employee. The credit for disadvan- 
taged youth hired for summer employ- 
m^Tit I* liiT|it«d to 40 percent of wages 



YOUR SMALL BUSINESS SURVIVAL GUIDE 

The practical "how-to" resource guide for business b V KKK whrn 

yon subscribe to ■HNBHpR 

□ yESf 1 wrnt ti FREE a/pff qf¥<mr Small Bwiiwm 
Survival Guide, plm If issues qfNatioft b Business 
for oniy f2£0ft ft save wer 59% qff Iftf ™*r prm*) 




Tanning salons lopped the phone-] tat 
inga growth chart in 1987, according to 
Hi latest tii% of Yellow Pag*g list- 
ings 

The number of listings for tanning 
salons Erew percent, from 11,202 
on Lhe first day of the year to 17,40S on 
the last day. In second place were re- 



Congress Extends 
Targeted -Jobs Prograni 

Congress has extended through a 
popular federal program offering' cred- 
its against a L'Gmpnny'a tas liability to 



load Drugstores; 
: Hot Doomed 

ll neighborhood pharmacies, 
i-^n d by competition from 
stores and mail-order eompa- 
lield of providing prescrip- 
i face even tougher times 
many can survive by stresa- 
r service, according to a re- 

ving III, heaith-ckire analyst 
insulting firm of Arthur D. 
in Cambridge, Mass,, pre- 
hain drugstores will mntin- 
r f that physicians will sell 
s directly to patients, and 
rder drug sales will flour 
the expense of independent 
. The study was published 
ision Resources Division of 
iittle. 

pinta can overcome the chal* 
fit with some difficulty/' lr> 
», The key is in providing 
t bigger competitors cannot 
'natch, ho mys. adding that 
Ti&gnbornood pharmacies can win cus- 
f ■ «nn rs bj entering hard-unim] i-xtrsm 
auch as "answering questions on pre- 
scription drugs, advising on over-the- 
counter drugs, providing 24-hour ae- 
cess, ajid reinstating home delivery/' 
(For more on service as a key to busi- 
ness survival, see the cover story, on 
Page HUB 
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trading oat, but he noted that ,f in de- 
veloping our asses* m«tnt* r nothing is to 
be sacred, nothing off limits/' 

Frank conceded, however, that in 
creased contracting out w«n l be 
"Any deciakma to contract out si^uifi 
cutl work clement* will be difficult; 
they are likely to cause protest bring 
political prtywure. and sorely U?st this 
urbanization's mettle. But if wrtra addi- 
tional 1-1 mt rutting in u-mcnUi^l MM 
makes ^nw for our customer* and for 
the bug-term food of the Poatal Ser* 
vice, then must hav L - the ^m^e tu 
make the hard decisions." 

Labor unions, representing postal 
workers, baek^l U powerful mulititmH 
in Congress, have bitterly fau^hl previ- 
ous efforts to turn substantial postal 
activities over to the private sector 



Energy Priorito 
Outlined For Bi 



Proposals for a balanced WW 
including a call for more ace 
Uc lands for development of 
source^ were outlined far 
U li tilt in a paper prepared h} 
gy and Natural Resource* 
of the U.S. Chamber of Com 

"A national energy pglir 
surt?s energy security and In 
nornir growth and environ* 
tertian is essential/* the 
said. "Such policy must mi 
contributions from all dome 
resources — coal, oil r natural 
um, and conservation — and 
development of new teckool' 
improve fuel efficiency." 

Among the committee 1 * JM 
tnendations: 

• Main Lain a continuing r 
existing and future restrictions inai 
bar resource development on public 
hind*, 

• Encourage exploration for and de- 
velopment of new domestic oil reserves; 
impose no new tax*** or import fee* on 
oil consumer* or the oil industry . 

• Decontrol the wellhead price of 
natural gas. 
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ine lu^i 4ua&t-pttutKi ^ umj hip «mpi« 
out mon? of its activities to private in- 
dustry. 

Postmaster General Anthony M, 
Frank says the Postal Service will pin- 
point la coming months which, if any, 
rjf its vast operations might be handled 
better by private contractors!. 

He named no likely areas for con- 



The median total compensation of mar- 
keting executives for instance, rose 20 
percent to ISO.0OG in 1987, Sales execu- 
tsvtt* median total climbed B percent to 

Top company rflieiEiia for human rv 
sources, finance, and data processing 
tagged with pay hikes for the year 
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Do you need a quick assessment of 
your product's or service V market 
potential in Seattle, Kansas City, or 
any of 3,000 other American and Ca- 
nadian cities? Such chores arc a s nap 
with TTftr dfflWKAor Svriex, a compre- 
hensive computer and hardcopy ref - 
ere net? package thai has been com- 
piled by the Economic Research 
Institute, of Newport Beach, Calif. 
Included in the package is database 
software designed to calculate- - lhLi- 
ry and coat-of-livinj? differences be- 
tween cities, Among other functions, 
the software can also provide medi- 
an salaries for more than 3,000 occu- 



pations, and it tan estimate the val- 
ue of your privately hp Id firm. The 
fjaekage with databases far the cur- 
rent quarter costs $273 i ulua $&M 
for shipping. If you would like more 
information, write to Economic Re* 
search Institute, DO I Dove St., New 
port Beach. Calif. 32660, or call (714) 

FAp Greatly Growing Garlmpr 
Problem* a new publication from the 
IIS, Chamber of Commerce,, is an 
authoritative guide to solid-waste 
management. The guide contains in- 
formation essentia) to communities 
and bu;? messed that have to plan and 
implement programs for soud-waste 
disposal. Thi? publication is $20 for 
members^ fur eiuninernbers. It 
can be ordered from the U.S. Cham- 
ber uf Commerce, Publications Ful- 
fillment, 1615 H Street, N.W. Wash- 
ington, DC, Ask for 
* publication 1)113. 



ranging from 2 percent to 2,7 percent. 
Not all executives saw their earnings 
rise in 1987. The (survey noted that 
many executives of publicly held com- 
panic* suffered a decline in total com- 
pensation, partly the result of fewer 
and smaller year-end bonuses following 
the October 1987 stock-market drop, 
The lowest-paid executives in the sur- 
vey worked for manufacturing compa- 
nies with sales under $2,5 million: the 
bighyst-pajd survey participants 
worked for manufacturing concerns 
with sales exceeding $100 million. 

Let Your Fingers 
Do The Counting 

One indicator of the types of bus messes 
chat are enjoying growth is the increase 
in telephone listings in local Yellow 
Pages directories throughout the coun- 
try. 

Tanning salons topped the phone- list- 
ings growth chart in 1987, according to 
the latest tally of Yellow Pages list- 
ings. 

The number of listings for tanning 
salons grew 55,3 percent, from 11,302 
on the first day of the year to 17,405 on 
the last day. In second place were re- 



tailers of toys and novelties^ from 9,152 
to 14,119 listings, a 54.2 percent rise in 
Yellow Pages listings. 

Following are. the rest of the top 10, 
showing far each type of business the 
number of listings at the beginning and 
at the end of 1S87, and the percentage 
of increase, 

Videotape and disc renting and leas- 
ing 15,126 to 22,545; 51.6 percent 

Videotape and disc retailing: to 
13,027; 49.1 percent. 

Computer-system designing and con- 
sulting: 7,910 to II ,359; 4SJ i percent 

Computer software retailing: 13,062 
to lBJEl; 43.(3 percent. 

Video production: 5,619 to 7,941; 41.3 
percent. 

Video recorder and player Service 
and repair: 5351 to 8,323; 39.8 percent 

Video recorder renting and leasing: 
fi,«K) to 9.1 12; 3» percent 

Clothing alterations: 5,045 to 6,383; 
26,5 percent. 



employers who hire economically di^ad- 
vantaged individuals from nine groups. 
The groups include 16- and 17-year- 
old disadvantaged youths hired for 
summer work, other disadvantaged 
youths from agea 18 through 22, people 
with disabilities who are referred by 
slate vocational rehabilitation and Vet- 
era n s A dm in i s Lrat i u n | j ru g ra ei ls . ■ i « ■ 
nomically disadvantaged Vietnam-era 
veteran*-, economically disadvantaged 
ex -offenders, and recipients of Aid to 
Families with Dependent Children, Fed- 
eral Supplemental Security Income, and 
state and local general-assistance pay- 
ments 

Employers may claim a credit of 40 
percent of ftrst-year wages up to $6,111X1 
per employee. The credit for disadvan- 
taged youth hired for summer employ- 
ment La limited to 40 percent of wages 
up to $3,000, 



Congress Extends 
Targeted-Jobs Program 

Congress has extended through 198ft a 
popular federal program offering cred- 
it* ug\u\.-i :l company's tax liability to 



Neighborhood Drugstores: 
Down But Not Doomed 

Independent neighborhood pharmacies, 
already battered by competition from 
chain drugstores and mail-order compa- 
nies in tho fluid of providing prescrip- 
tion drugs, face even tougher times 
ahead.. But many can survive by stress- 
ing superior service, according to a re- 
cent study- 
Mason Irving II 1< health-care analyst 
with the consulting firm of Arthur D, 
Little Inc, in Cambridge, Mass,! pre- 
dicts that chain drugstores will contin- 
ue, to grow, that physicians will sell 
more drugs directly to patients, and 
that mail-order drug sales will flour- 
ish— all at the expense of independent 
pharmacies. The study was published 
by the Decision ttesnuroes Division of 
Arthur D. Little. 

Independents can overcome the chal- 
lenge, "albeit with some difficulty; 11 Ir- 
ving believes. The key is in providing 
services that bigger competitors cannot 
or will not match, he says, adding that 
neighborhood j pharmacies ran win cus- 
tomers by offering hard-to-find extras 
such as ^answering questions on pre- 
scription drugs, advising on over-the- 
counter drugs, providing 24 -hour ac- 
cess, and reinstating home delivery/' 
(For more on service as a key to busi- 
ngs Hurviviil. sr-p- tho emer ^curv. 
Page Hi/IB 



W^ve got copiers 
thaldorftpkl 




or small businesses 
staythatwa^ 



If you'ie pfenning lor your small hisiness [d 
siav small, you'd probably be happy wiih a torn] 
Copier. But if you vie got big plans for your small 
business, we ihink you'd be much happier 
with a Minolta EP3120, 

Once >uu see the 3120 in action 
fit's now an display at your local 
Minolta dcakr* but more ;ih Hi! 
ihai later), 
you'll disown 

thai it only lakes up EF2W0 
less space than an average office typewriter. 

Bui dtift let its ccmpact size fod you* Because 
the 3120 reliably handles about 25 tints the vduine 
of a Ffcreanal Copier. It also offers the widesi zoom 
range in its dass-50 to 200% in Vio of ]% 
incranOTts. So you can reduce and enlarge with 
pinpoint accuracy. 

And, thanks to Selecta-cokr,™ you can add 




Red, Blue, Sepia or Gieen to your copies with the 
much of a butum. 

Of course, we knew there wnnikl be those who 
would need all these features, but not the Etium. 

Which is why we made 
the Minolta EP2IO0. 
lis very economical and 
even more compact than 
the 3120, yet offers quality 
and teat u res you would expect only 
frcm much mow? expensive copiers. 
And* right now, you can see berth the 5120 and 
the 2100 at your local Minolta dealer. Just call 800- 
USA-DIAL, oct, 777 fir the dealer nearest you. 

After all, if your small business is getting big- 
ger, shouldn't you haw a copier that can handle it? 
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SMALL BUSINESS COPIERS 

ONiy FROM I HE MIND OF MINOLTA M1NODA 



Circlfl S9ati Midtr Sarvlcfi Cifd. 
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Six Ways To Be 
"Family-Friendly 
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arparet and William Freivo£ei 
remember tin' tightly ^ched- 
hjU-iJ day they handed over one 
of their children at Dulles In- 
ternational Airport, outride Washing 
ton. Margie was returning from a busi- 
ness trip to Boston, Bill was departing 
on a buainesfl trip to Detroit When Bill 
met Margie at the airport, he pave 
the. n^4-y ear-old son John to Margie and 
headed fur his flijrht 

Thifi is not an example of how horror, 
dous it is to he a family with two bread- 
winners. Quite the contrary It shows 
one couple, with the* blessing of their 
employer. finding ways to balance the 
difficult and often conflicting' demands 
of work and family life. 

For eight yeans, the Frei voxels, the 
pareuta of four children ages 5 through 
W. have shared one job. They alternate 
in the pout of assistant chief of Lhe 
Washington bureau of the 5/. Louis 
Pa$t"tH$potck* Generally. Bill work* 
Monday :n\d Tuesday, Margie works 
Wednesday and Thursday, and they 
split Friday* 

"We barter for time lo accommodate 
each other, the paper, the musk teach- 
er, the soccer team, and so on/' say* 
Margie The guiding principle, she sayH, 
is that "the paper can have one of us at 
any time fc but never both of us at the 
same time." 

The St. Lvuis Poxt-Di&patek iw one 
of a rowing number of businesses dis- 
covering that helping employee* accom- 
modate hoth home life and work lit'*- 
through jolvshJLriug and other arnmgM- 
ments benefits not only the employees 
but iiJeo the company. Several of the 
-• i "hi.ii rial employees Work 

four-day weeks, and in one arrange- 
ment, three reporters share two jobs. 

'"It's worked excellently," says Post- 
DisjHtteh Managing Editor David Lip- 
man, "The quality of the work and the 
res □ Ha have been quite good for the 
p;L|..'i .lih J t/s enabled us to keep in i he 
workplace some very talent iH individ- 
uals who might otherwise have had to 
opt for something else/ 1 

Flexible arrangements have not 
spread throughout the newspaper's 
LnOtVtnember work force. But lipman 
says htn neWBftHim'ii flexible approach 
is "certainly accepted by our company/* 
Support for the family may well be a 
loamr is*ur n\' n.- lo'.'O-. ..stemlin^ h. 




M I rffa n t un d Willia m Fn ■ t\ •< w ■/ fi n d 
thai sfttiritttj ti j\)t\ if urs fftrm more 
iinw with thrtr child rytt- -rlorfciwiH' 
from upper lefl ¥ EtizabHh, JJ a 
Brrtjumrn, 1J. Nrytiri. ft, and Jait a, 5. 

Buch concerns as care for the elderly 
and the maintenance of good family re- 
hni oris hips and healthy marriages, 

The World Future Society, a scientif- 
ic and ed optional organisation, stated 
in a recent forecast: "Family-Supportive 
company policies will become more 
common as the baby-producing baby 
boomer* move mtn rh«- upper echelons 
of manage meat" 

It makes good business sense to help 



employees cope with the pressures of 
work and home, contends Eniyre Rurri- 
oa Robinson, president of Houston* 
baaed Barrios IWhnulogy 1m- 

Barrios* S00 employees provide engi- 
neering and computer-related services 
to the space industry, the military, and 
private companies Those employees 
serve the customer best when they 
"feel the company takes an interest in 
them as individuals, and is willing to be 
flexible and allow ihem the leeway to 
meet their responsibilities at home and 
to the family/' says UohuLsnu, 

Family problems are not just the 
province of women employees. In a re- 
cent aludy of 4,000 of its 1WUJ0D em- 



Nafcwp'.i Busin^Rti March IEI$9 



More and more businesses arc finding that helping 
employees accommodate both timm hfe and work 
life throiwh job-sharing and other arrafigenzents 
benefits the company as well as its employees 



ployees r the Du Pont Co. found that 
nearly half of those who were using or 
planning in LLif i ■ I i i ■ I *\>.\ i ;uv mt-n. 

Work and family mum "have be- 
come major concerns for an Increasing 
[HanilMM- iif riirilt? empltij et's," Ihi hud's 
personnel manager, Benjamin D, Wil- 
kinson, said when releasing the study 
eariy this year, "The fact that 25 per- 
cent of the men and about 50 percent of 
the women have considered seeking an- 
other employer who might offer more 
work or family fleaibjlity shows how 
•ieriimsh Lhese hsums cum ;ifiWi Ui.' 
company " 

The steps that Du Pont, Barrios, and 
other companies are taking to a-dapt to 
the needs of dual-income and Single- 
parent families are often effective with- 
out being expensive. Frequently their 
biggest cost is simply the courage it 
takes to do something different 

Here, based on what some of today's 
pioneering businesses are doin^. are six. 
ways your company can help employees 
balance Work and home life: 

1. Find out what BmplovotE need, Be- 
fore you make any major changes, do a 
"needs assessment,' 1 It can be as simple 
as a survey, but. it should tell you such 
things as how many of your employees 
jure parents with child-care needs ( who 
is responsible for an elderly parent, and 
what your employees think you could 
be doine; to help them whh family-life 
• nii.-. ri: -. 

The Du Pont study was conducted by 
the company's Work and Family Com- 
mittee, a group of 16 employees ap- 
pointed to study mid make recommen- 
dations on Work and family issues. You 
could set up a similar committee, 

2. Look at timm In a fresh w*y. 11 may 
be the most desirable— and cheapest— 
thing you can offer. Many employers 
find that flex time, job-sharing, and 
workin^-at-home arrangements bring 
results that are at least as good as 
those from an employee on a rigid 
schedule. Barrios Technology even per- 
mits new mothers who live nearby to go 
home to nurse their infants. But Emy 
Robinson cautions thai Barrios 1 ilex- 
time policy does carry some limits. Em- 
ployees are permitted to come to work 
as early as 7 a.m r or leave as lat* as 6 
p.m. F but they must be on a regular 
schedule— they can't come in Lit 7 
one day and H a.m. the next. 



Some companies are setting up ""cata- 
strophic time banks/ 1 These enable em- 
ployees With large buildups of sick 
leave to contribute some of their avail- 
able leave to employees with dire need. 
Say an employee has to undergo sur- 
gery three times in one year. If he runs 
out of leave while recuperating from 
the second operation, he can start draw- 
ing time from the bank. 

"The point Lb, it really doesn't cost 
employers an yi hi tig," says Therese A. 
Keegan, of the Metropolitan Washing- 
ton Council of Governments t a regional 
planning organization in Washington. 
"They've :il ready given that leave time 



feopte get d&sperate, and 
they mil lie, Tney ham to 
do it It*s hard to give up 
a day's pay, 

— Houston entrepreneur 

KmySIK I Until OS ROBINSON, ON 
RESTRICTIVE SICK-LEAVE POLICIES 



lo somebody. Jt r s just a way of reorga- 
nizing it so that it can meet a desperate 
need." 

a. Malta policies match rtallly: S in. 

companies, Barrios among them, allow 
parents to use their own sick leave 
when they must stay home la look after 
a skk relative. It formalizes what's al- 
ready happening and permits employ- 
ees to be mere honest For example, a 
father doesn't feel he has to pretend to 
his office that he is sick in order to stay 
home and look after a youngster with a 
fever. He can tell his supervisor what's 
really lifting On. Otherwise, says Robin- 
son, "you find that people get desper- 
ate, and they will lie. They have to do iL 
Wt hard to give up a day's pay." 

4. Look at dopantont -cart option*. An 
on-site day-care center (for the elderly 
or children) isn't the only answer— and 
it may be inappropriate for a small busi- 
ness, where there may be too few em- 



ployees to justify a center. You can con- 
tract with a research and referral 
service to help employees find suitable 
day care, Such services are now wide- 
spread in the child-care field and are 
beginning to spring up for the elderly. 

You can also offer flexible benefits. 
At Barrios, for example, l parent can 
get $1,020 per year to apply to child 
care; another employee might choose to 
use the benefit for extra life insurance 
or a health club instead. 

Or consider installing a "flexible 
spending account" plan. This enables 
employees to spend up to $5,(HXl of tec- 
free earnings on dependent dare. 

5. Make sure your supervisors get 
the mO&S&gO. Sume employees report 
that despite company policy, supervi- 
sore sometimes turn down reasonable 
requests for ftextime or other arrange- 
ments that would benefit an employee's 
family life. Supervisors need your as- 
surance that being flexible is okay. 

In one of its recommendations, Du 
Font's Work and Family Committee 
urged increased "sensitivity of supervi- 
sion to work /family issues" and called 
for training to make sure supervisors 
used company resources and proce- 
dures in dealing with such issues, 

fl. Whan omployeas mike special ra- 
QUQ£t£, listen. The Freivofrels took the 
initiative of proposing their job-sharing 
pladp and they had to get the agreement 
of the union, their publisher, and a 
skeptical bureau chief. But their sug- 
gestion worked. 

When your employees mk for 
such special accommodations 
us part-time work, job shar* 
iflgp or working at home, 
don't reject the ideas out of hand. Give 
an employee a chance to prove that an 
unusual arrangement can succeed. 

The Preivogels say that their decision 
was to trade work time and income for 
home time and parental involvement. "] 
can't imagine we will ever rfljrret the 
choice," says Margie. 

As for companies, says Therese Kee- 
tfun, ""[ think Ifrwy are Uridine; that a 
recognition of employee^ 1 lives beyond 
the workplace reaps benefits for them 
in terms of more productive employees 
who will be retained longer." 

In other words, it pays to be "family- 
friendly." M 



This S-10 has the same V6 
power as our big Chevy Pickups." 

"I know. You should see ail 
the jobs we're doing with it 

Use a Chevy S-10 with available 4.3L 
Vortec and you'll never equate small 
trucks with small jobs again 

You get the same fuel- in |ec reel VG 
that powers our big half-ton pickups 
In f.ja. you get the most V5 power 
torque and towing power you can get 
in a compact pickup 

V6 power that lets you make the 
most of an S^O's available 2,000-pound 
payload.' V6 power that lets a long- 
wheel base cargo box that's already 
longer and wider than Ford Ranger's 
work even harder for you. 

In short, 160-HP and 230 Ft-lbs. 
of torque that give you the work 
capability of some full -size pickups. 
With the upfront dollar advantages of a 
compact pickup. 

For more powerful reasons to call 
on Chevy, call 1-800-2^6-2897 
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Service = 
Survival 



By Joan C. Szabo 




Special attention is the hallmark at 
Draegerh it Men to Park, Calif., 
grocery $tort Ht fr Fiirhayrf fhvirger, 
center, a sort, of the founder* oversets 
thr parkin ff of a custom c re- 



purchases, The ytorr com bines the 
crjiurmenee of a modern 
fiupermarke? uHth old-fashioned 
touches such as Setting regular 
customers charge their purchases 
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emanda of American consumers 
for high-quality service are high- 
er than ever, and businesses that 
ignore the new realities of cus- 
tomer satisfaction can jeopardize not 
only their future sales hut also their 
very survival 

Service has achieved this critical im- 
portance in today's complex economy 
because of factors that include contem- 
porary lifestyles, technology's impact 
on connumer products, and even global 
trade. Those factors affect service lev- 
els in different ways: 

Ufastf IfrS. Married couples that have 
both work and family respons ihilities 
want hassle-free shopping. Don Shapiro 
of First Concepts Development Corp., a 



Frm4a7i€e writers El ten A/ra asovr Col- 
lien in Houston, nnd Syhfia Bli&hak, 
in Menio Park, Calif., contributed to 
tkis article. 



Burbank, Calif., management-consult- 
ing firm in the fields of customer satis- 
facLion and employee motivation , says: 
"People are working longer but doing 
more. They want to spend more time 
with their children, they want to exer- 
cise, they want to pursue recreation 
and culture. They have less free time, 
and they are more consciously aware uf 
how that time is used. They don't want 
to use it trying to solve problems with 
a tores and other places where they 
upend their money. Their expectations 
for quality and service have risen dra- 
matically." 

Technology The increased complex- 
ity find the widening choices among 
today's technology -based products and 
services— many utilizing advanced elec- 
tronics — make consume rs leas able to 
evaluate options, says Warren Bland 
ing. founder ami chairman of the Cus- 
tomer Service Institute, an educational 



and tr&inm£ organisation Id Silver 
Spring, M<L "Moat buyer* don't have 
the technical knowledge necessary to 
identify the lwst choice in such prod- 
ucts an electronic equipment, motor ve- 
hicles, or office machines;" landing 
Bays. "&> they wan l. reassurance Lhrtt 
pupport and service will be available if 
problems arise/ 1 He offers this maxim: 
"Service is the product " 

Trends In Global Trad*. As foreign 
companies launch or acquire U.S. sub- 
sidiaries in the retail hotel, food, and 
other industries, they introduce service 
standards that make them tough com- 
petitors for American firms, Karl Al- 
brecht, a management consultant and 
author of At A menca, V StrVice* aaj-R. 
"American service industries of all 
kind* are ripe for invasion." He cites a 
leading example: "The Japanese have 
shown that they can focus resourced 
and talent on virtually any industry 
they choose. So far, they have chosen 
mostly manufacturing Industrie*, But 
now they are moving aggressively into 
hanking and financial services. . . . Tiu-y 
are nibbling away at the retail sector 
and the hotel industry, and we can ex- 
pect them soon in the restaurant busi- 
ness. , . r The Japanese cultural pen- 
chant for catering to the individual in a 
courteous and deferential way ... is 
]egendary. ,< 

The increasing importance of rising 
expectations among customers has spe- 
cial implications for small businesses, 
"Providing top-notch service is th* a&Jy 
inexpensive way small companies have 
to really distinguish themselves from 
their competitors and lift themselves 
above the pack." says John Tschohl, a 
customer-service expert and president 
of the Belter Than Money Corp., a Btoo- 
mington, Hum., consulting firm. He 
also points out thai the challenge is 
greater for small businesses: "Custom' 
ers expect small firms to be closer to 
them and to deliver better service," 

Companies that lose customers be- 
cause they have not recognized chang 
injr consumer attitudes on quality aer- 
vice will pay a high price. Thu American 



Notices Hiwincs* Murrh I4rtlt 



Recognimig the growing demand for 
aistmyier satisfaction can boost a 
small business above the ranks of its 
competitors; ignoring it can jeopardize 
a company^ future. 
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AH ftatf tnrnthrm at University 
Sfiiional Rank T msf f-iv., h /Wo 
A (to, Cult/., ttttri i fa first ttttt/ of 
ffirh month to otti runhyrrirrs' 
.ifutrrttvrittt, whti h tirriw tibtiUt n iwk 



Moim^rrifiit Association says that fifi 
percent uf the average company 'pi buni- 
iivss rum?* fruit* it* prt'.sfinL, saLi*tii-o' 
customers. Hit 1 I'lmtomer Service Insth 
tijtv vwrirnatwi that (t cost* five time* as 
much to acquire a new customer am it 
ccmte to service an routing nne. 

CSIS research altiu shows thai a 
business thai each day for a year loses 
juit orni customer spending $50 a week 
will rind its sales reduced by £M9»0QQ 



rarlicr than Ihvtf tftiw/rf trifkfltit tfir 
teamwork and rrtra tijfort. At thr 
ttmd of the tahlr it thr hank's founder 
n nfi f Et >, i Vj r J »A »r ? / /, 



for the following year The tolJ is high- 
er, of course, for the taro of high^r- 
1 pending customers. (See the chart on 
Page 19 J 

There.'* alto the danger of a multipli- 
er effect. The Technical Ajshtancc ftfe- 
search Programs Institute (TAlit*i h a 
research firm in Washington, says it* 
studios indicate that 91 percent of un- 
happy customers will never again buy 
from the offending company and will 




l< t their dissutW action be known 10 at 
least nine uthftr people. 

But the multiplier effect can have 
positive result*. Ron frmke nf Minnv 
li]hjIlm, a in;-,i li.j.ri' .uid author on cus- 
tomer service, writes: "Rese-arch shows 
thai companies that hit on winning ser- 
vkc formulae are profitable* grow in 
market share, and inspire a lot of high- 
ly positive word-of-mmith commentary 
among the people they satisfy." 

In his latest book, The Servkt* Edge: 
10} Companies That Profit From Cus- 
tomer (Siri (NAL Books, New York), 
Zcmko say a: "Today's consumers are 
wilting to pay a premium to have their 
basic need* met in a timely and effi- 



Sarnice Survival 



ciem mitnrier. and they'll be pleasantly 
surprised if they're treated with a little 
dignity and respect in the bargain/" 

And haw does a business reach such 
lin e Ik of customer aatis faction? The 
principal avenues are aggressive ef- 
forts to determine customers' wants 
and needs* a staff trained and motivat- 
ed to deliver on those wishes, and active 
follow-up thuL includes efforts to obtain 
customers' appraisals of sen-ice quali- 
ty- 
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A free skat sftine is just one of the 
wtiyn that University National Bank 
Trust Cor offers customers personal 
attention. Other special touches 
include wndiny rrtcsxcngerts to pick 



rae£er\ a ^rorery stone in Men- 
lo Park, Calif., is an example of a 
business with a growing base of 
customers willing to pay extra 
for top service The store enjoyed a 57 
percent growth in sales over tru? past 
three years by combining the conve- 
nience of u modern supermarket with 
old-fashioned service. Even though its 
prices are higher than those of its com- 
petitors, Draeger's continues to expand 
it* customer base. 
Owner Prank Draeger sayw the key 
I.i:- successful operation is "taking 
the drudgery out of shopping" by re- 
sponding to needs expressed by its cus- 
tomers. The store has a gourmet delica- 
tessen, an old-fashioned butcher shop, a 
flower stand, an irtiported-foods sec- 
tion, and rucks of upscak winea. 

\ i ..LiMii.mn, Draeger's packs box 
lunches for customers on their way to 
events such as San Francisco Giants 
baseball games or Stanford University 
football games. The store also sells pre- 
pared meals that customers can pick up 
after work and reheat at home. What's 
more, Draeger's not only sells party 
supplies but also offers the services of 
a party coordinator to help busy eus- I 
tomers put the supplies to best use. 

Customer loyalty extends beyond the 
store's Menlo Park shopping area. I 
Draeger's fans across the country neg- 
utarly send in their orders for meat. ' 
fruit baskets, cheeses, and wines. 

A decidedly old-fashioned touch at 
Draeger's is the system of letting cus- j 
tomers pay later for their purchases, A | 
regular customer who arrives in the 
checkout line without cash or a check- 
book, for example, can charge the cost 
of the groceries— no credit application 
required — and expect an invoice in a 
few days requesting payment within 30 
days. The store also has, its own credit 
card — which does require a credit applh 
cation— and statement*; are sent month- 

... 

0 ranger says the store main Liu ns its 
reputation for service through its selec- 
tion of managers: u lf a manager 



NaUun'n Bujiiness Murrh 

up deposit* and arranging after- 
hours appointments for those, too 
bus}/ to get to the bank during 
rzguiar knurs. 




doesn't have the inner conviction about 
excellent service, we find that we can't 
always instill it— so we have to choose 
service-minded people." 

In following up on their pledges to 
provide excellent service, some busi- 
nesses have developed powerful incen- 
tives. Norrell Temporary Services, in 
Atlanta, promises clients that they 
don't have to pay if they are disappoint- 



What Customers 
Look For 



In a research project on quabty service, 
the Marketing Science Institute of 
Cambridge,. Mass., asked customers of 
a wide range of service businesses, 
such as bank in £ and appliance repair, 
what factors they considered most im- 
portant in assuring their su Lis faction 
with a product or a service, 

The researchers found that these 
were the most important characteris- 
tics of quality service from the custom- 
ers 1 viewpoints; 

• Reliability. It topped the list of 
what customer* expect of quality ser 
rice. They want companies to perform 
the desired service dependably r accu- 



ed with the performance of Norrell h s 
temporary employees. Moreover, that 
commitment holds even if the reason 
for the dissatisfaction does not surface 
for several weeks. Bea Ruffin, Nor- 
relt's vice president of marketing, says 
that the promise of satisfaction is one 
of the reasons that "nur rate of sales 
growth in the last five years has out- 
stripped the average rate of growth for 



rately, and consistently. A major source 
of customer dissatisfaction is an unkept 
promise. Don't make promises you 
can't keep. 

• JtfiGpoitslvintsit Companies 
should be helpful and provide prompt 
service. A business that answers or re- 
sponds to telephone calk quickly meets 
this expectation. 

• AsEuroficA. A company's employ- 
ees should be knowledgeable and cour- 
teous, customers say, and should con- 
vey confidence in the service they 
provide. 

• Empalhv* Customers want compa- 
nies to provide individualized attention 
and to listen to them. 

• Tangibles. S'h-. m-mI facilities and 
equipment should be attractive and 
clran. and employees should be wel|- 
tfroomed. 
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the teoipomr>^TiipU]ynieiit industry as 
a whole. ' 

The Visible Changes chain of hair sa- 
lons, based in Houston, opened its 
duors with a strong commitment Ui 
quality service already in ulace. "We 
gave away haircuts for six weeks," 
says .lohn Mct-ormack, eofounder of 
the chain* '"hot because our hairdreiiiB* 
era couldn't eut hair or because they 
weren't experienced, but because we 
fi. lt ihi L haircuts weren't up to our qual- 
ity standards/' Then, when quality 
reached the required level, customers 
willingly paid and Visible Changes 
was on it* way to success 

John and Maryanne McCormack, who 
are husband arid wife as welt ais busb 
news partners, now own 16 Visible 
Changes salons with » toud gross of 
31*11 mil lion a year, and their accomplish- 
ment spoUights the "people" factor in 
providing customer satisfaction, "The 
first step is setting standards/ 1 John 
MeCDrmack saya, "Then make sure ev- 
ery &ne in the com (Many understands 
those standards. Finally 1 reward people 
fur achieving your standards and tfoab. 
If you reward your associates for supe- 
rior performance, then your customers 
are going to get the Hervfce you ulti- 
maLt-jy wish to deliver/' 

The company holds motivational 
■ ■ kisses designed to build employees' 
sCTvice-oriented attitudes and enhance 
their confidence. In addition to six 
weeks of train intf, stylists take \2 ad- 
vanned classes a year. 

Complaints are recorded and re- 
viewed hy tfrit? individual salon manag- 
ers. An employee named in three or 
more complaints within two weeks 
must meet with John MeCormack at 
corporate headquarters in Houston. 
'"Usually it's a personal probtemv h he 
SHys. 4i J give Lhem time off to work 
things out" 

A syjitem of incentives and rewards 
is designed to make (he styti*i* em- 
ployed At Visible Changes feel and act 
like entrepreneurs, each with his or her 
own clientele. Those who*e. services are 
requested hy repeat customers receive 
extra re wank. A stylist who doesn't 
achieve a percent request rat* within 
six months Ls asked to leave the Arm 

McCormack describes the people fac- 
tor this way^ "If you take care of your 
employees, they will take care of your 
customers, There is not one company in 
America that has a problem as long as 
they have happy employees. If you 
don't have your people on your aide, 
how con they help your business sue- 



The High Costs Of 
Unhappy Customers 



TwftMhlfds Ql the customers wno Stop patronizing a business do so because ol servl 
problems (The remaning one-third of losses can be alinhufed to death, relocation, or 
Changes in buwnfi habits.) This chan shows projected annual rtfvesriue k&$m for a cont^ 
pany that, each day during a previous year, tost 1, 2, 5, or 10 customers who speni $50 or 
StOO a week 



Customers Who Spend S50 Pier Wwli 
Customers Who Spend $100 Per Week HH 

Number Of Customers Annual 
Lost Per Day Revenue Loss 

Isi.bm.ooo 
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Source: Customer Service inshlute 



Karl Albrecht, writing in .4/ Anttn- 
coV Scrt v is® l describes the employees' 
role this way: "Firms that i*jubiw u 
customer-service philosophy see their 
efgatiiaeatioA a* an inverted pyramid. 
Who's on top? Customers, of course. 
Every facet of the company is dedicat- 
ed to supporting them and ensuring 
I hm Uitnr injr.'d.-., t'Vpi'tusLlionH, and 
problems are dealt with satisfactorily. 

"Next come supemBora, middle man- 
agers, and, finally— the bottom— se- 
nior executives. This or git mention 
scheme, when implemented successful' 
]y, makes each level of management 
support the next, and everybody sup- 
ports the customer." 

Unfortunately; he adds, too many 
companies limit their service-improve- 
mem prograraa to "let's round up the 
employees and make them better peo- 
ple by giving them smite training/' 

jjni Maid Service*, with fran- 
chises in 24 stales,, demon- 
strates the effi eeti veness of one 
I of the must critical elements of 
quality ^rviee — the follow-up, Leone 
Ackerly. preside nl uri-i rlut-f uMrm ivi ■ 
officer, reports that every customer is 
conl.acied !h>- da 3 sifter receiving mt- 
viee F and al] comments, whether favor- 
able or unfavorable, are recorded. This 
iEifnrriiiLtinn ijs fed back lo [h-.- i-iEipluv- 
ee* who performed the service. "We're 




vi ry rjuick to compliment and raroiy 
criticize/ 1 Ackerly says. 

Strong personal involvement by top 
management is also a critical factor in 
developing service-oriented attitudes 
among employees. M J motivate by ex- 
ample," Ackerly says. "Our Mini Maids 
and team leaders ail know that the CEO 
knows what she's to-Iking about— she's 
done it herself, Service quality starts 
with me ami gwti down to each franchi- 
see and Mini Maid/ 1 

When he founded University Nation- 
al Bank & Trust Co. in Palo Alio. Calif., 
Chairman Carl Sen m itt saM he wanted 
to create an institution that provided 
customers with a high level of persona] 
attention. The bank performs services 
such as sending messengers to pick up 
deposits, arranging after- hours ap- 
pointment* for business managers too 
humy -M gel :«■ I'll- bank ■hiring H'^hImi' 
In n-rs. free shne shines for customers, 
and notifying customers of overdrafts 
instead of bounding their chocks and 
imposing penalties. 

Tc* maintain its nem^e-tHised **|wrii- 
tioci F i\w bank tooks for experienced em- 
ployee^ and uses ita entire staff as re- 
cruiters. Says Vice President Ann 
Sonnenberg: "Existing employees get a 
referral fee for introducing successful 
rit'w hires — people they may have 
worked with elsewhere who were out- 
standing. Our goal is to hire ^ermitiely 
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take two grearamericans it) europe 
And Get The best of both worlds. 



few companies understand die needs of the 
American business traveler like American Airlines iuxi 
American Express. So when \ou fly American Airlines 
Business Class to Europe, you enjoy great American 
service, along with comfbrt and amenities once found 
only on European carriers, Add the many benefits of 
using the American Express* Card, and \bu know this 
is one business trip that's destined for success. 





TheAmerican Express Card 
Fmfuent hnsitiess trai elers wife if /jetf 
for mnvi and eftferttt it wrie fi t 



Alaskan, salmon — om* of afc 



Thanks to extm-uide 
2-2-2 seating in Business 
C/as^you ccm fx* sum* ofeitixr 
t in aisle or wimkm mu 



AmericanAirlines 

Sc>methingspecktliQ Europe. 
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Serf Ice - Survival Service consultant and author Bm 

Zemke of Min nenpolut says 
consumers art' willing to pay a 
premium to have their needs met 
efficiently nrr<t trr a timely matt tier 



nice people who are very capable and 
enjoy helping others.. 1 ' 

An unusual way of building team 
spirit is Lhe monthly Statement Day. 
Chairman Schraitt explains: M Every- 
bodf 1 including me, gathers on the 
third floor of the bank on the first day 
of the month bet is Luff statements into 
envelopea. This makes it possible to 
provide our customers with a special 
service — a statement arriving by mail 
on the second or third of the month, 
And it gives us a feeling of teamwork/' 

*4nd tn Hoard with the experts 1 con^ 
lention that outstanding service im- 
proves a company's bottom line, Uni~ 
v entity Bank reports that lis return-on- 
asueta ratio k 75 percent higher than 
the state average. 

Service-oriented companies such 
as University Bank recognise an 
aspect of service that many 
firms overlook. As Warren 
R] finding of the Customer Service Insti- 
tute points oul r it is important to realise 
that customer service is an investment 
in future sales: "The current sale has 
already been made. Yon have convinced 
the customer tu come into your shop or 
office and buy your product or service. 
But the way that first transaction is 
handled is the key to future business. 
One of the biggest single problems in 
customer service is the reluctance of 
managers to look on customer service 
as a marketing strategy. T>n. mrmv Kee 
it as an after-sale service, something 
relating back to the previous sale rath- 
er than ahead to the next one. 

The customer makes a decision on 
the quality of service on the basts of the 
actions, of the person handling the 
transaction, but that person often care 
not control the lev-el of service. When a 
customer sees a long line at a check-out 
stand and return's the product Us the 
shelf rather than waiting to buy it. 
that's not the cashier's fault; that's .in- 
ept msuingfement control of resources, 

"]f a manager pets a complaint that a 
service giver had alienated a customer 
through poor performance or even im- 
politeness, the first question that man- 
ager should auk is whether that service 
giver has been provided with thG neces- 
sary resources to keep customers satis- 
fied" 

Managers also must mtee that from 
the customer viewpoint, perhaps doz- 
ens of things can go wrong— from im- 
proper recording at the outset to late 
delivery on the other end. And a single 
mistake otn alienate a customer. Bland- 
ing urges businesses to remember that 




A Scorecard 
For Service 

Customers of Wendy's, the fast food 
chain, receive a scorecard on which 
they can evaluate the service they have 
received. The points covered, slightly 
modified for general use. can work as a 
good guide for any small busine&a that 
wants to audit its own service or survey 
it* own customers, 

The scorecard asks; ''How would you 
rate- us?" The rating scale riiiiLTi- I rum 
6 for excellent to 1 for poor. 

The scorecard covers these points: 

• Your overall experience on this* 
occasion 

• Quality 

• Valufc for money 

• Accuracy of order (inside) 

• Accuracy of order (pickup) 

• Service (courtesy, helpfulness, 
appearance) 

• Greeting 

■ Speed of service 

• Comfort and atmosphere 

The final question &sks> how many 
times the customer has been in a Wen- 
dy's in the past month. Thv rating card 
also tells customers that if they are not 
satisfied after bringing any matter to 
the attention of a fcteal manager, they 
are invited to telephone company Presi- 
dent Ron Kirstien. 



"ill' 1 missing link" in service is u.suully 
"the customer point of view." Think 
about it this way, he advises l "The se- 
cret t>f Komi s* j rvfciv is Us do thing* fur a 
customer the way that customer would 
do them if given the opportunity." 

Don Shapiro of First Concept* Devel- 
opment Corp. s^ys thai a business that 
cs determined to improve service strin- 
thirds must begin with a firm commit- 
itient not only to achieve a much higher 
level of customer satisfaction but also 
to ''consistently deliver this level of sat* 
refaction even if it means lower profits 
in the short run" 

Shapiro r who founded his company 
after working in n^staurant, retail, and 
manufacturing jobs, lolls husinefcK own- 
ers that achieving and maintaining a 
high level of customer satisfaction is 
related to "everything th:it everyone 
doea in your organization. Every de- 
partment, every f unci ion— manage- 
ment and nan management, from the 
janitor to the chief executive oflker— 
affects the customer decision on where 
to buy. 

"One of the first recommendations I 

make to clients is that every employee 
spend time with customers every 
year—may be a day and a half Ad a rule, 
bul longer for higher-ups. 

"Customer contact can make a big 
change in attitudes, Take the example 
of a sales representative who files an 
order, only to be told by the warehouse 
manager that it can't be filled the way 
the customer wants it. The sales rep 
should be able to instruct the manager: 
Tou tell the customer* eyeball-to-eye- 
ball , that you can't do iL p A_n a making 
thing happens when you do that. The 
manager starts seeing his function 
through the eyed of the customer^ who 
sees the world a lot differently than the 
seller. It opens up a whole new world of 
reality/ 1 

Shapiro has this warning to business- 
es eager to improve customer satisfac- 
tion: "Enmiw your service policies to 
aee if they an 1 based nn the actions of 
your problem customers, probably 1 
percent of your total, who commit 
abuses and dishonest nets, or are they 
based on lite actions of the 99-plus per- 
cent who are good, hones! people?" 

Some stores generate enormous 
customer good will by accepting 
returned merchandise with no 
question* asked, he says, even if 
the store knows, for example, that the 
daughter of the woman bringing back 
an evening gown wore it to her hi^b- 
fichool prom ov<?r the wwkend. Other 



Accounting Software 
So Sophisticated It Even 
Lets¥)u Mdtipk 





AXPAC 



The simple truth is, the business of 
business is to grow. The sad truth is, 
most accounting 
software can't handle 
that. Built-in 
obsolescence seems 
to be a standard 
feature. 
Which is one of the 



I most compelling 
reasons to consider the ACCPAC* line. 
Because it is precisely that: a line. 
A smooth, efficient path for expansion. 
Allowing you to transfer data when 
you trade up. 

The starting point is ACCPAC Easy, 
our primer Ottering "excellent audit trail 
features; according to Software Digest. 

And here's where you trade up to: 
our five module workhorse, BPI 
Accounting. PC Wrld calls BPI "an 
outstanding valuer 



sophi&icaErd hfwd 

Finally our powerhouse, ACCPAC 
Plus offers predesigned, off-the-shelf 
solutions for a wide variety of 
businesses. Rated "best in its class" 
by InfoWbrid, Plus offers the ultimate 
in control. 

And we offer even more. 

Like significant rebates for the 
ACCPAC software you already own. 
And the stability and support that 
come from the world's leading 
independent software company 

Call 1-800-531-5236. In Canada 
call 1-800-663-6904, 

We'll tell you more about ACCPAC, 
our rebate program and what we can 
do for your business. Namely, help 
it grow. 



Software superior by draofl. 
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Service Survival Mi tii Maid Services President a tfd "Slrmrr quality start/} with ntr and 

CEO Leon* Ackerly, u*hu meets daily goes dourn to each franchisee nnif 
with workers in faff to, says. Mini Maid. " 



stores, Shapiro says, will make it jis 
difficult iiH possible far a customer to 
return something, "Now which of these 
stores is more likely to win customer 
loyalty? M he asks. 

Paul Hawken of Smith £ Hawken, a 
mail-order house with a nationwide cli- 
entele for its garden tools H says a liber- 
al return policy is more lhan u matter 
of good will; St'« a measure of a compa- 
ny's confidence in its own products. 

He points out in his book Growing A 
Firm that his company allows a cus- 
tomer to return "any product, anytime, 
for any reason— or no reason. 1 1 Hawken 
says: "The most frugal thing^ we can do 
is certain our product are of the 
highest quality. If it should cost us so 
much to replace products that we have 
to go out of business, then we should 
go out of business A no-holds-barred 
return policv is the litmus test for quali- 
ty'* 

Shapiro agrees with Blanding and 
other experts that one of the 
most critical ureas is follow-up. 
That means not only prompt, ef- 
fective service when a customer has a 
problem with a new product or service,. 
Shapiro says, but also such things as 
routine calls to determine whether the 
customer b satisfied. k< The customer 
expects the worst," he says, "Anything 
a business does of a positive nature to 
follow up on a sale exceeds customer 
expectations find is a strong plus for a 
business. Don't wait for problems to 
develop." 

And don't assume that the absence of 
com plain us means customers are satis- 
fled; in fact, & business receiving few or 
no complaints courts trouble if it finds 
that situation reassuring. Alhrecht 
warns: "A M n\' research ho own that 
most people don't complain. So you may 
have b very large dissatisfaction index 
and totally miss it if you don't engage 
in active investigation." 

John Goodman, president of TARP, 
the Washington research firm, encour- 
ages businesses to set up feedback 
■l.iu n. \> that include a toll-free, 800 
telephone number. "It is very low-risk, M 
he says, 14 If you don't pet many culls, 
then you .don't incur very much cost 
And we find that each minute you 
spend on one of these calls is probably 
going to more than pay fur itself in 
terms of enhanced profits and Kales." 

A recent TARP study, he reports, 
showed that &4 to 70 percent of custom- 
ers who complain will do business with 
the target company again if the com- 
plaint is resolved satisfactorily. When 




customers felt there was a rapid resolu- 
tion, the figure soars to 95 percent. 

Sometimes* listening to customers 
can trigger massive changes in an orga- 
nisation, BellSouth Corp. was reacting 
to customer input when it decided in 
1985 to try to recombine its business 
st-rvires ;-,m) Us equipment bales and 
maintenance operations, which had 
been scattered into separate subsidiar- 
ies as part of the original Bell System 
divestiture plan, 

The Atlanta-based telecommunica- 
tions company found that customers 
were confused and irritated because 
they h&d to deal with different Orgsnh 
zations for each different need. Many 
wanted Lu #u back tu the old days 1 be- 
fore the court-ordered break-up, when 
business customers could handle every- 
thing' with one call to Lhe telephone op- 
erating company. 

That, essentially, is what BellSouth 
has done, with the Federal Commnnica^ 
tions Commission's permission, On Jan. 
L it restored "one-atop shopping" for 
business customers, becoming the first 
of the Bell companies to recombine its 
services and equipment sales and main- 
tenance staff completely under the 
PCC's new rules. "Wc took this step 
because customers have told! us rime 
and again over the past five years that 
thia is what they wanted/' saya Jere 
Drummond, senior vice president-mar 
keting for BellSouth. 

BellSouth p s decision to reintegrate, 
which took four year* to implement, 
was an outgrowth of what the company 
calls its "Customer First" strategy. 
That strategy includes almost continual 



measurements of the satisfaction levels 
of the large, midsized, and small busi- 
nesses and the residential customers it 
serves within its nine- state area 

Major customers are contacted in 

| person or by mail every year. Some 
2.000 midsized and small businesses are 
surveyed randomly each month. Still 
another survey, called the Telephone 

( Service Attitude Measurement, tells the 
company each month what's on the 
minds of some 35,000 residential and 

| business utters with one or two tele- 
phone lines. 

"We promise customers that we will 
do everything |>ti&sibte to provide fault- 
less service and to stand behind the 
service we provide, 1 ' explains Drum- 
mond. "We judge our performance by 
their standards, and one of those stan- 
dards is being easy to do business 

| with." 

Companies of all sizes are adopting a 
similar philosophy, consultant Ron 
Zemkp says, and tht» service situation 
throughout American business can be 
summed up this way: "Today more and 
more organizations than ever before 
have taken up the challenge of provid- 
ing superior service to their customers. 
They are listening responding, and Lak- 
nig new" P even novel approach^ Lu -Te- 
nting and managing- high-quality ser- 
ver. . tirunlt-il, tin- kilt I" *.* i-rnijinUe 
mundane, lackadaisical, ineffective ser- 
vice is far from over. But we fit* finally 
Rett in £ a bundle on how it should be 
waged/ 1 ■ 
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This has never been our approach 

to dental benefits. 




Every business deserves a choice. Delta offers four. 

As Delta DcmaE Plan. Michigan's first and largest group dental plan, we believe the cookie-cutter 
approach cuts too many corners. So we give our purchasers and subscribers a choice of programs, Each 
program tan be custom- tailored to fit your group s needs. 

■ DELTA Traditional is our time-tested, fee- for service program offering great flexibility and fulkst 

coverage. Over 90% of Michigan dentists participate. 
» Delta PPO, our newest program, features reduced costs when subscribers receive care from a Delta 
PPOmember dentist. You can lower costs and increase benefits. 

* Delta Enhanced PPO has the advantages of the PFO. with back up coverage through DELTA Traditional 

* DELTA Care, our HMO-type program has a select panel of dentists who receive a fixed, per-patient 
rate for providing all dental services 

Of course, all programs come with Deltas commitment to properly 
managed care, cost containment and the best in customer service. So, give 
yourself and your employees the only real choice. Delta. Call a marketing 
representative at (517) 949-6000 in Lansing or (315) 489-2000 in 
Farmingion Hills for more information. 



ADelta 

Dental Plan ol Michigan 

Right where you belong, 



MICHfiEi 



This clean, clear, and deli* 
cious glass ol lap water started 
out as raw sewage 

Thanks to a remarkable tech- 
nique developed in space lab- 
oratories, water hyacinths were 
used to purity the sewage and 
convert II into water lhat is not 
only potable but palatable (The 
hyacinths themselves can then 
be harvested and used as fertiliz- 
er, cattle feed, or even processed 
tor use as a fuel tor community 
power ) Pilot plants in San Diego 



and at Walt Disney World's* Epcot 
Center have already adopted 
this punlicat ion system, which 
may very well solve one of this 
planet 's biggest problems. 

Turning waste into usetul re- 
sources ts just one ol the practical, 
down-to-earth benefits ol space 
technology To find out more 
about it, call the US. Space 
Foundation at 1-800-255-1000. 
Or write to United States Space 
Foundation. PO, Box 1838. 
Colorado Springs. Colorado 60901 



SPACE TECHNOLOGY. THIS IS WHATS IN IT FOR YOU 
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A Corner On Water Bads 

Where can I find water-bed dbtributora 
in Europe? 

S V.. Santa ft Spnnff^ Calif 

A|t|Hu%nlIy k there aren't any. The UJ3, 
s.pflnw to have a corner nn the market, 
according to the Water Ued Manufac- 
turers Association. The association H 
which represents more than 800 LLS. 
ULtmufactururs, knows of no manufac 
tuners or distributors, in Europe, In 
fact* it receive!! occasional letters like 
fours from would-be entrepreneurs in 
Europe, The association advises that if 
you want to sell water beds in Europe, 
export ihem from the U.S. 

You can learn a lot about whafe 
available and who offers it by obtaining 
the absorption's five buyer's e;uidi*. 
Write or call the organisation at 2WQ 
Wtlshire Blvd., Suite Lo& Angeles, 
Calif. 9MffJ; (213) 417-8OT5. 

Profitable Hi tire me nl 

Since retirement in just a few years 
away, f am inn* rested in a profitable 
hobby to do at home. Where do I pel 
information on the equipment neces- 
sary to make signs, nameplates in pips- 
rfc, and biws plates for trophies? And 
whore can this equip merit be pur- 
chased? 

MM r Lewtitt Det. 

The Trophy Dealers and Manufacturers 
Association will fiend you a brochure 
called "Getting Started in the Awards 
Business." The association tf&O will tell 
you how to £et in touch with the direc- 
tor of its Delaware chapter, whn could 
hetp answer your questions shout sup- 
pliers and equi] intent. Write or call the 
association at 4544 WesL Jennifer Su 
Suite 101, Fresno, Calif, 93722; im} 

Anatber Fish Stori 

I live in Owb Bead, Maine, end wi.ulil 
Kike to open a business that would pro- 
vide Florida resort hoi els with the 
freshest Maine seafoods. Row do I get 
the required licenses' and hud hotels 
that intent be receptive to my idea? 
K.R., Ov-ts ffmd, Maine 

iJefore you can do business in the Sun- 
shine Stale, you must purchase a 
wholesale nValfr's lictmsf from r hn ■ 




Saltwater Uconsing and Permit Divi- 
sion of the Florida Department of Nat- 
ural Resources For nonresident*, the 
permit costs JfiCK) to do business within 
a single county, and 1,000 to do busi- 
ness statewide. Contact the oHice a I 
3900 Commonwealth Blvd., Tallaha*- 

hw, Fin. $&m\ mm 4&T-3122, 

Choose the counties where you want 
L0 Operate and contact the visitor and 
convention centers for information on 
local resort hotels. Ydu might also con- 
tact fish wholesalers in each area for 
advice about breaking into the market. 



Aiding Cancer Victims 

1 inn interested in opening a retail busi- 
ness specializing in breast prostheses, 
liwerw, and wigs for w^men who have 
had a mastectomy ami /or treatments 
that have caused hair toss. How would 1 
go about contacting potential suppliers 
and manufacturers? 

Fori Watfon Bmx& Flu, 

Beverly Iteason, service director of the 
American Cancer Society's office in 
Tampa^ has a number of suggestions 
for ymi, While the society dotes pot pro- 
mote products, upon request it will give 
a woman a list of stores in her area that 
flt breast prostheses. The Cancer Soci- 
ety's Tampa offiet* \* at }W\ South 
Mac Dill Ave,, Tampa, Ha. 33629; (813) 

Ydu also can ask local department 
uteres about their suppliers for prosthe- 
ses and lingerie. Or you can e/<i In a 
library und look up manufacturers in 
the Thomas Register of MawMjhctmr' 



Advice on how to make 
your splash in water 
oeds t be a hit in sporting 
goods, and fill tail orxlers 
fashionably. 



vrx or Tfa.' Ftn ts fitt Fn't Directory of 
Major fHtbfic Corporations* Ask h 
maimfsicturers if they provide training 
in proper fitting of their products. 

To find the names of witf manufac- 
turers, call your local cosmetology 
hoard. 



Jusl Far The Sport Of It 

I aiti very interested in opening a recre- 
ational-equipment store. Where can I 
obtain more information about setting 
up such a store? 
,¥,£,, WcldrofkAr^ 

The National Sporting Goods Associa- 
tion has a buying tfuide that iis-ts B,0O0 
suppliers of recreational and outdoor 
equipment. You have tn join the associ- 
ation and pay the flKI annual member- 
ship fee to get a copy of the guide. It 
goes to members only. The association 
ifyo provides a wide variety of services 
and publications, including information 
on store designs, display techniques. 
'■rcH it-card purchases, and employ ee^ 
handbook suggestions. For details, 
write the National Sporting Goods As- 
sociation. Membership Service^ 169H 
Walt St.. Mount Prospect, 111. S0O56: 
&m 4^4OO0 P 



Filling Tall Orders 

I want to o|jen a retail «hop offering 
fashions for tall women. Where do I 
find suppliers und distributors? 
71S. H Nkkulii&rille, % 

Tlie American Apparel Manufacturers. 
Association publishes u directory of 460 
manufacturers, listing typ*»s i>f gar 
ments made by each. The directory 
costs &t00, paid in advance. Send a 
check or money order to tJie association 
at 25110 Wilson Blvd., Suite 30l< Arlin^ 
ton, Va, 22201- (7031 IS^ISH. 



How To Ask 



Have i husmess-related question? 

Write to: Direct Liue r Nations Busi* 
nm* 1615 H Street, N.W. P W*ahij«ttm, 
D.C. 20O62. Writers will be identified 
only by initials and city. Questtons may 
be edited for jspace. All replies must be 
given in this column, 



MANAGING TOUfi BUSINESS 



Tests To Target 
Dependability 



Many companies use 
drpt /nlahifif}/ text* to 
forecast an applicant's 
//Af fthotxtjor siwrtss 
on the job. 



By Thomas J r Hums 



In 1985, when he became director of 
personnel for retail stares at the 
Morse Shoe Co. in Canton. Mass , 
Mark Rich faced two of the most 
serious problems in retail iriK- a liitfh 
turnover rate and annual losses of mil- 
lion* of dolkra through employee theft 
and paperwork errors. 

f, Motit of our problems were with 
newly hired assistant managers/' Rich 
say*- "Too many were being fired for 
cause, I realized that if we had a better 
sn^cinji uf p reemployment screening, a 
more accurate way of predicting on-the- 
job success;, we would cut our costs dra- 
matically and improve our service/ 1 

Like most businesses, Morse Shoe 
had relied only upon traditional meth' 
ikIk of employee seleetkm; evaluations 
of applications, applicants' previous eje- 
fieri e nee, interviews, am! reference 
checks. "Although these techniques 
have a certain value, they must be used 
by highly trained, experienced execu^ 
lives to be good predictors of success/' 
Rich says. 

Jn taking various measures in sohv 
the problems in the firm's retail Kayva 
division, Rich introduced ft relatively 
new and promising pjiychologieahtest' 
ing method" a dependability test. It was 
similar tn tlu- first such test, which was 
developed for Macy's department 
stores. The dependability test, an adap- 
tation of what industrial psychologists 
term "trait testing. 1 ' was developed by 
Svurmrrl ^ Associates Inc., a Chicago 
psycho! ngical -consulting firm apecsafo- 
ing in test development This variation 
on trait tea ting examines and evaluates 
an employee's or applicant's attitudes, 
] i radices, and values that are job-relat- 
ed, as opposed lo a cognitive test, which 
deals with the ability tn reason and 
learn. 

4 'We call it a dependability test since 
l hat name seems to best descrito what 
it does," says Steven Stanard, president 
of Stanard £ Associates. "Although it 
is u.sed primarily wit.Ii applicant* fur 
nonmanngemcTJt positions, it is also 
used for entry-level management posi- 
ii..ir- The test predicts who will prnha- 
Uly be successful by identifying those 
who are likely to be punctual, conscien- 
tious in their attendance t good produc- 




TttumuxJ. Burns i$ a free-lance writer 
in New Castle* Pa. 



Mark h'tr.h. prrsonnti director of the 
Mom Shoe Co* to retail starry and 
Margnrrt Liqvari, start 9 services 
manager, discuss the company's 
introduction of dependability testing. 



Says Rich: realized that if we had a 

more arc unite trnif of p\rdti'tiua 
OH-thf-jnb success, «r would cut nttr 
casts dramatically and improve our 
service. " 



era, and honest Those applicants who 
do not have these qualities are eliminat- 
ed" 

Each dependability test that is de- 
signed for a company is validated to 
show there w a elear relationship be- 
tween a certain test result and job per- 
formance. 

For the dependability tests developed 
for companies such as PhotoMat, Yel- 
low Freight. Macy's* Morse Shoe, and 
Carter Hawley Hale Stores, extensive 
validation studies involving thousands 
of employees were conducted by Stan- 
ard & Associates. 

Rich says that dependability lea ling 
has proved valuable at Morse Shoe* 
"Our losses have been reduced by 
about one-third in ihe first year. Our 
other ■■rl'nr i. >■ cerriouly hHped. but 
the use of dependability testing in pre- 
employment screening has played a sig- 
nificant part." 

In businesses where job failure and 
turnover can be costly, it is welcome 
news that there » a paper-and-peneil 
psychological test that can accurately 
predict whether an applicant will suc- 
ceed in the job that he or she is seeking. 



According to estimates by the U.S. De- 
partment of Commerce, annual losses 
from employee theft might run as high 
as $40 bill ton, and the cost of turnover 
is staggering. 

The use of psychological tests to 
screen job candidates is hardly new. 
Many major corporations use psycho- 
logical tests routinely. According to 
San ford Hotchkiss, an industrial psy- 
chologist in Youngstown, Ohio, "Pre- 
employment testing is the bread-and- 
butter business of many consulting 
firm*. Millions of such tests are given 
each year/* 

Many other pre-employment testa are 
administered by employers both large 
ami small, but problems may arise with 
them. Although many psychological 
tests used in pre-employment screening 
are designed to be administered and 
scored by nonprofessionals, error* can 
occur when such tests are interpreted 
by wholly untrained perron* such as 
assistant managers., secretaries, or rt 1 - 
ceptionists. 

E^ampks of such tests that are often 
relied upon by nonprofessionals are 
"honesty" or 'integrity" tests, which 



WHEN YOU OPERATE OUR HEAVY 
TRUCKS, YOU PLEASE EVERYONE 
WHO SITS IN THE DRIVER'S SEAT. 
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Tests To Target Depend a bility 
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predate the dependability testa, These 
papiT-and-penril test* an? easy to ob- 
tain and ad mil li-st er. mid they are said 
It j measure the probability thai a per- 
son will be hone&L But such tests have 
Li pour track record^ according to Deo- 
nis Sweeney, an industrial psychologist 
and vice president of Partners In 
Change, a Pittsburgh consul tini? firm. 

Thi-rv ;u-i- ;l i:u:nlh-k nf m-ih-i^ prob 

lems with wuch UfflW he aayK. "Re- 
search on them is uniformly uneneour- 
uging^ and there has been almost no 
ni'li'lietideht confirmation of teHl valid- 
ity. 

"Many of the questions are rather 
transparent in their intent, and the 
testa tend to screen out naive appli- 
cants white allowing sociopath tc per- 
sonalities in pass undetected They are 
the one* who can rmlty hurt a bus* 
ness/ 1 

Furthermore, almost all of the *'IlMH 
oflty and integrity" tests do little more 
than predict how people would do on a 
polygraph exami nation , not how they 
would do at a job. Tins i.-, because ihr 
polygraph wa£ uacd as the standard of 
accuracy by the designers of the tests. 
Bui the polygraph, long a favorite tool 
of business in a variety of circum- 
stances, will soon play almost no role in 
private employment situations,: as a re- 
sult of a recently enacted federal law, 
polygraph use has been effectively 1 1 ni- 
hil ii ted except lh social cases. 



i 



n certain ways, dependability testing 
f^eema very much like many of its 
predecessors in the field, "There are 
a number of significant differences 
between dependability testing and ihe 
'honesty and integrity' teats, Stanard 
says. "First, dependability testing tests 
for a broad range of negative behavior- 
bt characteristics — all the reasons why 
Bomeone would be unsuitable forapb; 
'honesty' testing focuses on honesty/ 
integrity and the likelihood of stealing. 

"Secondly, the intent of the questions 
on "hoaesty/ integrity 1 tests to traaajwur- 
ent. but a job candidate cannot tell the 
purpose of the questions on h depend* 
ability test 

"A third difference is that depend- 
ability testing is not based upon poly- 
graph results but upon reaMife results. 
1 1 is constructed so as to teat For those 
qualities thai have been shown to be 
job-related for any job being studied 
Hither than attempt to meet any other 
theoretical standard/ 1 

The basic theory behind such a de- 
pendability test is that if a person has 
the values, the attitudes, and the habits 



Stmn Stanard, paqphofogtJtf a nd 
pwtidmt ofSfanard & Associate* 
*/\ dependubiiity testing ffuiuitirx 
job*xucees$ fruity not junt un 
fipphpa nt j hams? if. 




of a successful salesperson, he or she 
wiil probably lk a have likf a successfuf 
Kalespervion, Conversely, if someone is 
found to have the values, attitudes, and 
habits of employees who have been tar- 
dy, absent, or caught stealing, it is just 
as probable that he or she will eventual- 
ly behave in the shut* way. 

"No single area becomes too impor- 
tant in the evaluation of a job candidate 
with dependability tenting/' Stanard 
bays. M Instead, it is a matter of finding 
a pattern, a mosaic of individual points 
that give direction and meaning to the 
iv-uJtK. The specific areas which the 
lest predicts are job performance, ten- 
dency toward dishonesty, absenteeism, 
tardiness, and interpersonal relation- 
ship*/ 1 

Each eanipany muat have a separate- 
ly developed and validated dependabili- 
ty teat because of the differences 
among jobs and settings in different 
companies Even within, a comptLNv p;v. 
terns of successful work behavior vary 
from one job to the next The traits and 
skills needed to be a good store manag- 
er, for example, differ from those re- 
quired Uj be a good sale&clerk. 
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The typical cost of developing the 
testi iu .t2M/ ..u, i, buteash com- 

pany owns the teat develop**! for it, bo 
the average cost of administerine; the 
best declines as it is used through the 
years, according to Sianbrd & Asso- 
ciates, For a firm with about 3,000 em- 
ployees, for instjuiw r the average cost- 
of the test can be about 30 cents, 

The <|ue*j*liriris u*t?<i in each leal 
are similar and deceptively siim* 
pie. Home are denned to reveal 
behavioral patterns fin school I 
sometimes had to go to the print ipaJ^ft 
office for acting up" J. Some call for 
objective information (''What was your 
standing in your high-school class? 
Some nre designed to reveal the per- 
-iin's seif-ima^ and It'v^-t eNnfinVim' 
("Moat people are not a_s >!i>-: al -.m? 
right and wrong as I am"}. And Home 
reveal social altitudes fit bothers* rne 
when a a man lawyer uaea the law to 
get s criminal off free"). 

Although such questions may seem 
simplktic. few Lest Lakers seem able to 
blulT iheir way past the U'ht'.s oveniSI 
findings. "A candidate may lie on any 
one question, but a pattern emerges 
which allows generally accurate predic- 
tions when the test in complete," Stan- 
ard fays. 

Usually, each company scores its own 
teals. Some have a pass-fail cutoff, and 
others employ a system allowing for a 
range of scores. Subjective judgments 
ami other facts are usually incorporat- 
ed into the hiring process au well. 

Ken Bernard, owner of Bernard £ 
Associate*, a consulting firm in Holmes 
Beach. Fla., is enthusiastic about the 
use of the dependability test in pre-em- 
ployment screening. "There's no ilouht 
that the test is able lo make- highly 
accurate predictions/* he says. "That 
means reducing the number of new 
hire* who do not work out and cutting 
employe* 1 theft significantly. And that 
allows for (greater productivity and effi- 
ciency. Eventually, a business can save 
a lot of money/' 

Hern ard employed the Lest experi- 
mentally early last year with a Florida 
restaurant that was experiencing se- 
vere losses from internal theft and em- 
ployee turnover. 

Bernard says that starting in Janu- 
ary he administered the test to a total 
sample of 160 people— '140 were appli- 
cants [whose hiring waa not influenced 
by the outcume of the teat], and 20 were 
current employees At the etui uf six 
months, we compared the predictions 
with the terminationa that had been 



made. The correlation was very high," 
Patd Gortky, director of human-re- 
sou ret? services for Carter Hawley Hale 
Stores Inc. in Los Angeles, agrees that 
dependability testing can be of signifi- 
cant value in Selecting employees.. He 
says: "We began using dependability 
testing in 1987 to reduce the number of 
employees who would have to be dis- 
missed for cause — theft or a serious 
violation of our rules*. This was the first 
time we had user] psychological testing; 
previously, we had always relied upon 
the standard methods of employee se- 
lection/' 

Aa with all individually developed 
tests, it was necessary to validate the 
test by administering it to a sample of 
job applicants and comparing predic- 
tions with actual results, six months Lat- 
er. 

11 We? have been using the test in actu- 
al hiring decisions for only a relatively 
short time," Gurskv says, "but our pre- 
liminary figures show a 10 percent de- 
crease in terminations j'nr imum-. 1 enn't 
yet attach a dollar figure to that since 



"Mn r measures are involved, but our 
savings stand to be substantial." 

The experience so far with depend- 
ability tesLs has shown they work best 
with harnesses that have manv em- 
ployees and yxi^rience a high turnover 
rate of n on management person neL 
such as large retail establishments with 
numerous "mMs <h' k*nKs wiih many 
branches. 

(If you want more information to 
help you decide if dependability testing 
might help your company's hiring pro- 
cedures, you can call 5 tan ard & Asso- 
ciates at l-S0D-3ti7-6!H9 or, in I Hiatus. 
(312) 337-1729, or you can write to the 
company at Suite 604>, ISO North Michi- 
gan Ave., Chicago* 111. flMffiL) 

No test is perfect, and dependability 
testing can make predictions only in 
terms of probabilities, but it seems 
clear that this is a major advance in pre- 
employment screening and will enable 
many companies to upgrade the quality 
of new hires, thereby reducing turn- 
over, cutting losses, and improving cus- 
tomer aervitv. IB 
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Bridging Your Workers' 
"Motivation Gap" 



#iy Drums T. Jajft and Cynthia D Scott 
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unagens often atiamme their 
workers want the traditional 
incentives; more money, pro- 
motions, and job security. But 
these may not be what really motivated 
your employee*. 

In a Rutgers University study, em- 
ployees from several companies were 
asked what mailt? ttwm willing to do 
their beat work. They named respect 
for them as people, allowance for their 
own individual preference.* and iurd^, 
and information about what their com- 
pany was up to and the reasons behind 
decision* and po lilies. 

We call this the ' Motivation Gap" — 
the difference between what managers 

Dennis Z Jaffe and Cynthia D< Scott 
arc organization consultants in San 
Fmnrtsro ami an- thr authors o/Take 
ThiK Job and Love It (Simon and 
Schuster fac, NiW York), 



Fuzzy bears that sit in OH auviiugs 
ha ve Mpcd Ruddtf Eanex and son 
Richard relieve employee tewww at 
Wiutftt TmrkiTiu *n \furtttisriltt\ i'u 



think employees want and what em- 
ployees really want. If you're one of the 
many managers who think Lhat employ- 
ees just don't want to work any more + 
maybe you're operrifinp; under the old 
assumptions about what motivates [ieo- 
ple. ff so, you could be hindering your 
self from tapping into the desire of 
most people to do more, to do better, 
and to help their companies mm the 
challenges of the 'flOfti 

The new motivators an- nnl si'.iivi 
resources Any curnpany can pnividu 
them, even during tough time** 

Not long ago, E.tl. "Buddy" Eane* 
Jr., president of Warren Trucking Co. 
i j i Martinsville, Vjl, faced up to the 



challenge of motivating (SO driver* and 
other employees. In iw*2, hard times 
led to a«Lritu- tmd a wa>re ru 11 buck lhat 
left his driven* and warehousemen dis- 
appointed and angry, hi* office staff 
apprehensive, and hk cash fiuw ; -Li- 
lian I. Although he had always consid- 
ered himnelf u earing and entigfktem.'d 
manager, Eanes found that, after this 
painful |>eriod, he needed to re-establish 
trust, 

Eanes and his son, Richard, the com- 
pany b executive vice president, were 
ready to try some new approaches to 
restore the "spirit" of Warren Trucking 
and build an organization where people 
epuld grow ;uid prosper Th^ir first A top 
was to set an example. "We didn't have 
much to share financially, bo W« threw 
ourselves into the business, We got in- 
volved where employ eea could see it," 
say a Banes, "Richard and I would often 
put our jackets on and go into the ware- 
house and help load trucks." 

In many small wuyns, Buddy and Rich- 
ard Eanes showed their people that 
they cared For example, to reduce the 
| stress thai lone;-d Stance driving could 
cause not only the driven* but also their 
families. Warren Trucking now ar- 
r;i]i,L r ^-. schedules su that drivers can tie 
home several nights a week The com- 
pany atso provides atresa-managemenl 
seminars for employees and hosts 
monthly meetings to help wives cope 
with the challenges of being a driver's 
spouse. Warren Truckings goal, says 
Eanes, was to create a community-Like 
al mosphere for its employees. 
But just caring for people wasn't 

i^h. TJte rn-xt stop waa to involve 

employees in rethinking how the com- 
pany worked. For example, 10 key em- 
ployees now work together weekly with 
Richard and Buddy to solve problems, 
and their efforts have cut coats. 

Buddy Eanes found that his new ap- 
proach to employees works. Sales have 
more than doubled in two years. He 
wants to give key employees a financial 
stake in the: firm and make them part- 
ners in its success. 

Motivating tittpluyt^ i-- mi longer 
flimply a carrot-a ad-stick process of 
providing financial incentives and pe- 
naJittJLg failure. Sometimes the carrot 
doesn't do the job. Keeently we ran a 
management-development seminar for 
the inexperienced sales staff of an tip- 
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It takes ?nore than money to motivate imrkem They 
also must feel they ore partners in making your 
business succeed ttere are tips on htm to unleash 
employees' natural desire to do their best 



parel company. To our surprise, the 
sales manager stood up during the ses- 
sion and expressed concern about the 
orders crunch. Sales representatives 
WB sometimes weeks kte in writing 
orders. So. she was having a contest; 
The person who completed the most or* 
ders would receive brunch for two at a 
pricey restaurant. The reps looked at 
each other in embarrassed silence. 
While Lho gules manager's attempt to 
spur them on was out of place, it told Us 
a lot, about her nitration. 

We found that these young salespeo- 
ple were frustrated at being told what 
to do and at not having the skills to 
accomplish goals or the permission to 
work together to figure out how to get 
things dune. They needed training urn I 
support to help each other learn the job, 
not Sunday brunch, The sales manager 
was not taking the time to listen to her 
people, and she was using the wrung 
motivators, In short, she wan operating 
under tiii- Motivation (Jap. 

Tihe Motivation Gap appears to 
stem from a value shift in the 
work farce. Social researcher 
Daniel Yanketovich suggests 
that in the 1960s, a desire for personal 
growth and self-express ton in work and 
in life— voiced initially by younger peo- 
ple — spread quickly throughout the 
population. He says that perhaps 80 
percent of the work force expresses 
tin-**- in>w "inner-directed" values. 

Today's workers want challenge and 
personal meaning from their jobs, a 
chance to have a part in creating the 
future of their company, and personal 
respect as Self -directing adults. Using 
internal motivate rs— workers' desire to 
do a good job and us* their abilities— is 
not a substitute for the traditinmiJ i.riu 
of raises, promotions, and job security. 
But when you as a business owner or 
manager see workers who are apathet- 
ic, who neglect obvious ways to help 
the company, or who don't seem to he 
working up to their potential, your 
search for motivation should begin with 
the assumption that people want to do 
their best. They just may need to be 
invited to do so. Employees want to feel 
they are partners in making your busi- 
ness work, and when their energy is 
(tagging, they probably need more in- 
volvemenl, not less 




bfativntional efforts have doubled 
ratas, Aay* Buddy Eunt&t pouring 
cajfee with employe** Ronnie filet* ver, 
Phyllis Fucker, and Gene Price. 



The following five suggestions can 
help you unleash the natural desire of 
your employees to do their best work: 

K Cut them loose to sohre probtoms, 

While many companies use plaques and 
other means to recognize employees, 
they frequently miss the everyday 
ways to get people involved and com- 
mitted. 

It may take u while for your employ- 
ees to get used lo the fact that you 
realty expect them to use their judg- 
ment and improvise solutions. But once 
the message sinks in, your staff will 
feel excited about problem-solving and 
about representing your company to 
the community. 

Z. Let work groups decide how to got 
the job dans. In working at a Los Ange- 
les hospital with surgical-service nurses 
who said they felt burned out. we 
i looked at what frustrated their ability 
to do their job well. "I'm not burned out 
from overwork but from not being able 
to do what a nunte should really be 
doing— helping patients to heal/' one 
nurse said. She and other nurses com- 
plained that they were asked only to be 
servants and could never do things that 



really made a difference. One suggest- 
ed there might be better ways to orga- 
| fifae the service. That prompted re- 
sponses such as: "Why can't we let 
patients rat their own snacks from the 
refrigerator? Why can't people eat to- 
gether" Why can't patients have the 
opportunity to help each other?" 

The mood brightened as they began 
to rethink how ih* y did things. Many of 
their proposed changes were accepted, 
The doctors and administrator^ while 
initially skeptical, became excited about 
working in what became the musi spir- 
ited part of the hospital. 

3. Keep people informed shout what 
is going 00, Iril'unualMn k catnip in tO 
organization. Lack of information 
about trifles or challenge* leads em- 
ploy ees Lo become apathetic or to take a 
wait-and-see attitude. 

The field crews in a troubled con- 
struction rompimj wi.-ir told to dn their 
h*>M H yH the company lost money on 
every contract. But when the crews 
were given cost data and were made 
responsible for purchasing and cost 
control, cost* dropped and quality re- 
mained. Information helped them dis- 
cover how they could improve things. 
When information is supplied, people 
feel respected; the. -■■ rVd invited to 
help resolve problems. 

*\ Olfar m*m »iri rules lo fit 
individual needs. Traditional ly k com pa- 
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nies have mie work schedule for every- 
body, Today's new work force doesn't 
want thai kind of regimentation. Why 
shouldn't some employees come in at 6 
;i in imil he able tn sir ihf-sr i-hildn.n 
sifter school, whm- t feu niijhi .wis who 
have trouble getting started early conic 
in at 10 a.m. and work later? What 
about people who find they ean be more 
productive by taking a day at their 
home computer from time to time? 

Fkxtime arrangements are increas- 
ingly com™. Though you may be du- 
Iihjils rahuNt them the point is to focus 
un results: People working at home or 
setting their own hours should be held 
accountable fur achieving weekly grata. 
To ensure communication, establish 
core hours each week when everyone is 
expected to be on site for staff meet- 
ing or other activities. 

Many employee* lone motivation 
when their company demands that they 
JU themselves into a rigid schedule. A 
company that offers employees flextbiJ- 
ity will be rewarded by more productivi- 
ty and worker satisfaction. 
" 5 Stretch ]ob£ 1o of tit variety anil 
-growth. Any job can become stale after 
a few years, When the thrill wean off, 
motivation lags. The solution is to cre- 
ate opportunities for learning new 
skills and for shifting assignments and 
taking on new reapoiiiiibilitiea. 

Every job, no matter how specialized, 
can be reconfigured to offer u new chal- 
lenge. A aaleaclerk can learn aome of 
the iluLie^ a buyer, and a benefit* 
manager can learn to do same training. 
Some companies offer seminars, speak- 
ers, and even Leam-bmkbnn; w i Monies** 
excursions, to help managers grow in 
their management abilities. 

Such learning experiences can enable 
employees to see new possibilities in old 
jobs, 

If your employees seem less mvotved 
than they used tq be N or aren't con- 
tributing all that they could* you do 
not have to start Looking for finan- 
cial incentives or new workers. Instead, 
look for ways to reinvolve people. Your 
employees probably need new responsi- 
bility and challenge more than they 
need a testimonial dinner. 

These new motivators- will create an 
environment in which your employees 
want to work. They will uncover hidden 
resources and skills, your company will 
run more productively, and you will 
find the cost is minim a i « 
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Wider Uses 
For Bar Codes 



No longer just for 
speeding mpermarket 
checkouts, oar codes can 
help small busi?iesses 
track inventory, generate 
sales, ajid cut costs, 



Bi/ Leila Dam 



Faster, more accurate data entry, 
better document tracking, reduced 
inventory costs, increased sales — 
such benefits as these are now 
within the reach of any size business 
with the wave of a wand. It's not magic t 
it's bar-code technology, and its capabil- 
ities are being applied with sometimes 
startling results by firms that range 
from def&nse contractors to libraries. 

Bar codes are the printed patterns* of 
lines, spaces, and numerals that appear 
on most packaged products, The codes 
cam be read with a hand-held wand that 
instantly transmits an enormous 
amount of data to a computer. This 
eliminates the more time-cons timing 
and usually less accurate processes of 
manual keystroking. 

The technology is not new, and it is 
relatively simple. However, it has taken 
over a decade for economies of scale 
and the penetration of computer* into 
all levels of business, to enable bar cod- 
ing lo produce the kinds of savings that 
businesses are now seeing, mainly 
through re due Linns in worker hours 
spent in gathering and recording data. 

For example* before bar ending was 
instituted at Tate Andide, a Baltimore 
metnE^ fabricating farm, recording inven- 
tory each year "mjuired 24 people 
iv ■■!■!■: in j.!: iwn ilnys," .^tys Mill Thacker, 
the company's data-processing manag- 
er "Then it would take 30 to 40 ho urs in 
the office to key in the data. With hand- 
held bar-code scanners, it takes four 
people eight hours in the warehouse, 
and manual data entry is eliminated. 
Not only do we save a tremendous 
amount of time, but the accuracy of our 
data ts way up." 

Other Jirms report benefits from Us- 
ing bjir-code systems to track docu- 
ments on micro film, tn follow the pro- 
cessing of materials in factories, to 
record billing time, and even to replace 
time clocks, Many firms begin using 
bar codes to record their inventory and 
then discover other aufilk'alioi^ for the 
technobgy. 

One company that developed its own 
way* to use bar-code technology— and 
with an unexpected result — is Wasscr 
ott's, Inc., in Lucerne P Pa. Wasserott's, 
which f u an is hes supplies for physician* 
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and home health-care providers, has 
discovered that its use of bar codes has 
increased its market share while it 
saves time for its customers . 

Wasserott's prinks and installs bar- 
code labels on the shelves of its physi- 
cians' supply closets, and it gives doc- 
tors 1 staff members portable data- 
col lection units for tracking inventory. 
The inventory data are transmitted by 
phone to a computer at Wasserott's. 



B&r^codt: rquipmi'Jii is .vm ■■/ tor taking 
invont&Tjf fry Mitt Thackrr, above, at 
Tntr Andait, a me^at-fabriraf ifif; 
rum pan $ t arid by aji etfipia^e at 
Wa&xrmtl'it. a mrdiral-supptirsfirnL 

When the supply of a product in a phy- 
sician's storage closet fit -rimes to ft 
el approaching a pre-established mini- 
mum, an order for a resupply of that 
product is generated automatically, 

t^onaid Simpson, company treasur- 
er, explains how the technology has 
helped Wasserott's increase its market 
share: "The doctors used to shop 
around, buying certain items from us, 
and buying other items that they could 
get cheaper from our competitors. Now 
they buy everything from us, because it 
Haven so much un manpower Lhsii they 
are cost-juetified, and it gives the doc- 
tor much tighter inventory control. " 

Bar-code technology was pioneered 
by the food industry* in the 1970s A 
bar-code standard called the Universal 
Prixluct Code has given grocery stores 
faster, more accurate checkout proce- 
dures and better inventory control In 
1982, the Department of Defense gave 
bar coding a boost by employing its 
own bar-code standard for thousands of 
goods it receives. 

Today, it is economically feasible for 
most businesses to generate their own 
bar-code labels, opening up a new 
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range of applicattons beyond retaking, 
wlu-rv products llI'i- ^iv.jd b&r i:odt*s ti> 
their manufacturers, Trade associa- 
tions and interindustry councils have 
given rise Ctf stand unit!-. application sup- 
port groups, and educational resources. 

At first, Tate An dale used a third- 
party vendor for the bar-coded Isabel, 
but it quickty decided to invest $S,CKN) in 
n personal computer, scanners, a print- 
er, and software. S;i> >> .la^ [.ri.ivs-*irig 
manager Thicker. n YYp use infrared la- 
bel £luek and ;l Lhernml printer, r I - ei 
coat the label with laminated tape. This 
way l he label doesn't have to be clean 
lo get a good reading/ 1 

Tate Andale ls now replacing time 
cards on the shop R<*or with bar-coded 
badges and stunners. Thacker also 
plana to use bar codes to measure the 
efficiency of workers and machines. 
Workers will "scan in ,K when beginning 
their work on g particular machine, and 
their time then can be measured 
against the standard Bet for the ma- 
chine. Thacker also plans to use bar 
codes on raw materials as they go 



For More 
Information 



Bar-code technology is simple, but the 
variety of types of equipment and the 
number of vendors, value-added resell' 
ers, sjid systems integrators can be be- 
wildering. Before investing in a bar- 
code ay stem, a business owner should 
analyse carefully the potential uftes of 
the equipment 

Kor a list of vendors offering bar- 
code equipment, ask Automatic Identi- 
fication Manufacturers Inc. (AIM) for a 
copy of it£ membership directory. The 
vendora themselves can refer you to 
resellers and integrators who offer 
packages appropriate for your applica- 
tions. 

Write to AIM at 1326 Freeport Road, 
Pittsburgh, Pa. 15238; or call (4121 »»■ 

8688, 



If you can do 
without top talent, 
it's your business. 



Management Recruiters. 

No excuses, no alibis. 
Just maximum recruiting 
performance. 
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MANAGEMENT 

RECRUITERS" 
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through the shop floor; they will be 
scanned at each work station so that 
their flow can be trucked. 

*The time savings are great and have 
saved us a lot, but the biggest thing t 
get out of all bar-code application* is 
the accuracy of the data/' Thacker 
says. "Bar coding helps even your non- 
detail-Li riented employee* he deiaikiri^ 
ented." 

Thacker says most bar-code systems 
easily pay for themselves within the 
first year, WaBsenjU-'s I^onard Simp- 
sun iiirr^-M. His tympany handles 10,000 
wheelchair rentals a month through il^ 
Medicare Services unit, and its hand- 
typed ticket system was not always ac> 
curate. Bar coding keeps track tif the 
equipment and alio automatically gen- 
erates an accurate Medicare claim 
when the equipment is returned. 

M We have eliminated one full-time 
keying position h at $T per hour, and we 
have cut our error rale down to almost 
nothing/ 1 says Simpson, He says that 
bar coding "saves 8 to 10 hours a week 
on manual correction of errors. The big- 
gest problem was going back through 
10.000 tickets to find an error." 

The complete system cost Wasser- 
ott's about Sll.OtiOp including the per- 
sonal computer, the printer, software, 
and the communications links between 
the PC and the mainframe. The custom- 
ised software that generates the labels 
for the patient accounts cost 12,000. 



N 



|ew uses for bar coding are crop- 
ping up all the time, says William 
Hakanson, executive director of 
the bar-coding industry's trade 
group, Automatic Identification Manu- 
facturers Inc. (AIM J, Document track- 
ing is one of the faa test-growing uses 
for bar codes, he says. Law firms are 
starting to use bar codea to track the 
time that lawyers and staff members 
spend on each client's file- 

"IF a small business has an applica- 
tion for bar coding, there may not be an 
off-the-shelf solution yet, but that 
doesn't mean you can't implement 
[one]," says Hakanton. He recom- 
mends that you find a vendor^ or a val- 
ue-added reseller who can modify a sys- 
tem for your particular needs. In sum, 
Hakauson says. If your company could 
use bar coding bul you think that 
choosing the right system might be a 
problem, get help to 1 'develop a solu- 
tion. The benefits are worth being cre- 
ative 11 m 
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When America goes to work... 





...so do we. 



The ctothes your employees wear at work say a 
kit about your company . They should appear 
credible and professional . . .and rental 
uniforms make the difference. Take control of 
your company's image. Put Van Dyne-Grotty to 
work for you, For a FREE information kit call 

1-800-654-5786. 
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Partners In 
Entrepreneurship 



B# Skorurt Neltari 



C'-l [r.in In | «- r 3 - : 1 1 . 1 1- U In! it hus- 
band and wife sains into busi- 
ness together aren't necea&arily 
jeopardizing their marring. Ac- 
cording to Prank :ind Hharan Harnett, 
ajupJes who become entrepreneurs to- 
gether are people who have chosen to 
embark on a new joint lifestyle, reject- 
ing the way that the world rif work 
often assume* control of people's lives 
and Isolates them from their families. 
SJ ln many ways, these couples have suc- 
cessfully blended those two realms, the 
work and the personal, into a harmoni- 
ous whole/" say the Rametts, authors 
of Working Together: Entrepreneur- 
ial ('tut i tir* j Ton Speed Press, Berke- 
ley, Calif,), 

The book is based on their experience 
in jointly running their own advertising 
business in Aptos, Calif-, and on the 
experiences of 24 other couple* inter* 
viewed by the Harrietts for the project. 
Those- couples range in occupation from 
a square-dance-calling team in Phoenix, 
Ariz., to Ted and Joyce Rice, the 
[minders uf T-I. (^ifciiuijn ins, ;i S^imii 
lion-a-year franchise bakery chain 
based in Kansas City, Mo. 

"Copreneurs" is the term that the 
Barnetts use in referring to entrtptt- 
neurial couples, saying a new term was 
needed "to describe the egalitarian en- 
trepreneurial relationships that exist in 
growing numbers in today's business 
community.' 1 

The couples they interviewed were 
chosen because the husbands and wives 
appeared to have equal relationships 
within their businesses. 

The number of couples in nonfarni 
sole proprietorships rose by nearly a 
quarter of a million— from 257,899 to 
452,933— from 1977 to 1985. But be- 
cause there are no statistics on partner- 
ships or corporations headed by cou- 
ples, the Bartietts flay, i- iL is- impossible 
to obtain a true picture of the invisible 
force that copreneurial couples art; ex,- 
crting on the economy today/" They 
found that 70 percent of the businesses: 
represented in their book were corpora- 
tions. 

In the Burnetts' view, ,, eopreneurs H! 
have h much better chance of having a 
successful marriage than do couples 
with just one partner an entrepreneur. 
"A bu sines*!* can be a very demanding 
mistress/" the Burnetts write. "If ei- 




ther partner in the businesses we ex- 
plored had established and maintained 
their enterprise as an entrepreneur 
rather than as copreneurs, their person- 
al lives would have been great I v affect- 
ed/" 

The Barnetts found that "many en- 
trepreneurs whose spouses are not in- 
volved in their business acknowledge 
thai the pressures of their enterprise 



Frank and Shawn Barnetl of 
Eugene. Ore., have written a book and 
started an organization fareohph** 
in business together. 



For Business 
Couples 



Couple* who work together may wish 
to consider joining the National Asso- 
ciation of Entrepreneurial Couples, 

NAEC will offer E&minars, work- 
shops K and a quarterly newsletter. 
But its major purpose is to provide 
members with an opportunity to share 
l-vrsiirnil and business advice with one 
another. For a sample copy of the 
newsletter "Copreneurs" and infor- 
mation about NAEC, send a self -ad- 
dressed, stamped business envelope 
with your request to NAEC at 68 
CresL Drive, Eugene, Ore. 97405. 



can place strains upon personal rela- 
tionship* that often escalate to the 
breaking point. Cop re ne ore are entre- 
preneurs who never need to go home 
and explain to an uninvolved spouse 
what's going on at work. The inevitable 
late hours, setbacks, and losses us well 
as Lhe discover! es, triumphs, and 
growth are all understood and shared 
equally between these partners/' 

Couples with a healthy relationship 
are in command of four factors that 
give them a winning udtfc if they start a 
business, say the Barnetts. Such cou- 
pies are free of interpersonal competi- 
tion and can use their energies to com- 
pete together with the outside world; 
they have open communication; they 
trust each other and they share the 
same objectives. 

The Barnetts this winter closed their 
advertising business and have moved to 
Eugene, Ore,, to be nearer to two of 
their three children and to continue 
working together as writers. Their 
method of working might drive many 
of us crazy — they ait together at one 
computer, sharing the same keyboard. 

They acknowledge that a4 copreneiir- 
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In a marriage, tav entrepreneurs are better than o??^ 
say a husbaml-and^tvife uniting team mfk a new book 
on 'coprtneurs* * 5 TJiis jvundttp also notes the rapid 
growth of ivomen-owmd businesses and the benefits of 
a, philanthropic public image for your firm* 



in^"" Ei not for everyone, But they are, 
m-vi-rrhH. s:^, iinhrnt advocate.- nf rL 1 
mL-.l. They close their book with the 
slnrv n\' M:i_wWfT Transit Inc., which 
became very enthusiastic about con- 
tracting with husband-and-wife driving 
teams when Ei learned how beneficial 
such couples were to Mayflower. 

"Mayflower discovered that having a 
wife on the truck resulted in the team 
taking b< > Lt u>r cart? nf the customer's 
[ion sessions/' Mayflower traffic man- 
ager Eric Anders told Lhe Burnetts. 
'With these teams, there seemed to be 
dramatic reduction in claims for dnm- 
... The female drivers identified 
with "Mrs. Customer, 1 making lure an 
extra wrap went on something fragile, 
and it took the pressure and stress off 
the client to have a woman involved in 
the move." 

Mayflower also found that because 
i:mi|i|i>!- wnrking LugHher are more Con- 
tent, they can he kept on the road lon- 
ger than other drivers— meaning more 
profit for Mayflower and more profit 
for the contractors 

lh The business community has much 
to gain from partnerships with entre- 
preneurial couples/' say the Burnetts. 
"As contractors, franchisees employ- 
ees, or commissioned sales representa- 
tives, couples working together with 
the common goal of success: for hoth 
themselves and the enterprise with 
which they arc aifiiiated represent a 
vaj$t un lapped potential in the AnwiT 
can business community." 



Doing Good Is 
Good Business 



A home business can henejU from a 
philanthropic public image just as a big 
business can, suggestE Home- Work, a 
newsletter aimed at mothers with 
home businesses, 

Think about the socially conscious 
steps your business may already be 
taking or could initiate, such aa using 
recycled paper or biodegradable chemi- 
cals, offering a senior-citizen discount, 
or sponsoring a charity. Then publicise 
whaL you do. 

For example, if you own a word- pro- 
cessing or writing business, says 
Home* Work, you eould advertise that 
one cent of every dollar you take in 
will go to buy typewriters or comput- 



ers far a local school or books for the 
local library. "Add a company name- 
plate to the donated typewriter, or in* 
Aoriptbn pages to the set of books," 
says Home Work. 'Send a press «• 
lease to th« city or community newspa- 
per, and make the donation a real pub- 
lic-relations event" 

If you give your customers a chance 
to Teel good about participating in a 
philanthropic project, they will iVd 
good about you and your business, 
Bays Home- Work. "Everyone loves a 
chance to feel like a giver— especially 
if it doesn't raise the cost of the goods 
or serviues they are paying tot/' 

You can obtain a free sample copy of 
the newsletter by sending your name 
and address pi as a 25-cent postage 
stamp (Home-Work will supply the en- 
velope) to Home- Work, Box 982S e Col- 
lege Station, Tesas 77542. 




Women Business Owners 
Set The Pace For Growth 



Mors- than 4 million American Women 
are now business owners. Figures re- 
cently released by the InlernaJ Reve- 
nue Service show that the number rf 
Women-owned Sole proprietorships 
rose from &6 million in 1980 to a high 
of 4.1 rnitlinn in 15I8G, an increase of 64 
percent Receipts for these businesses 
doubled in that period from billion 
to $72 billion. 



Women-owned businesses are cur- 
rently the fastest-growing segment of 
the econnmy, according tn the UJ3. 
Small Business Administration There 
were 400,000 more womenHOwried sole 
proprietorships in than in itBfL 

And government figures tell juat 
pari of the story, because the IRS 
tracks only sole proprietorships among 
hii>nn ->ses owned hy women and does 



not laity partnerships or corporations, 
Jji a recent survey, the National Asso- 
t'iatiim of Women Business Owners 
found that only one-third of its mem- 
bers owned sole proprietorships. The 
rest owned regular corporations, S cor- 
noratkms, or partmfirshi|Ks. 

Th(? increase in women 1 s business 
ownership is not just a U.S, phenome- 
non. The 16th International Small Busi- 
ness Congress, set for Oct. 22-25 in S£o 
Paulo, BraaiL has a program era the 
growing participation nf women in 
business ant! calls it ''Women Entre- 
preneurs: A Different Breed?" 





tfore you send an over night 
letter or package, consider our 
total package You'll see no one 
works harder for your business 
than your Postal Service, 

THE PRICE IS RIGHT FOR 
OVERNIGHT; JUST 18-75, 

The eagle will carry your 8*o& 
overnight letter 
for an econo- 
my ta*e— just 
$R7S.Or send 
2 lbs. for just 
112 . Or pay similar low rates for 
up to 70 lbs. Whatever you 
send, you get our lowest rates, 
whether you're :i J>itf corporation 
or a business of one. 

SO MANY WAYS TO GET YOUR 
LETTER ON ITS WAY 

giw you the 
convenience of 
15^)00 Express Mail' 
boxes, wailing to get 
your prepaid Express 
Mail letter going. 

Plus 265,000 letter 
carriers. Plus 26,000 




Express Mail post officii, many 
in large cities with late hours, 
WE DELIVER THE WORLD, 

Express Mail International 
Service™ is available to over 80 
countries, With delivery to most 
major foreign 
cities In just one 
to three days. 
Our half-pound 
rate is just S 13 tt 
Canada, SIS to 
Great Britain, J 18 to all other 
countries. 

And you can send your 
letter or package in any of 
i lie same convenient wu>> 
a\ domestic Express M;ul 
service, 

WE GUARANTEE THE 
M ORNING- 

Our Eagle Network of jets 
flies your overnight letter 




between 
major business 
markets for morning 
delivery. 

And we guarantee* it 

ALWAYS ON SUNDAY. 
(NOT It) MENTION 
SATURDAY) 

Wc deliver 365 days a y 
That means Saturdays, Sunday? 
and holidays. 

And there's no extra charge. 

Q 






SEND IT WITH A FRIEND, 

What could be easier than 

giving yuur package to the 
letter carrier who brings 
1 you your mail? Our teller 
carriers make 110 nt ilHon 
Jdircry stops a day 
And they'll gladly accept 
your prepaid Express Mail 
letter or small package. 

GREAT SERVICE TO THOSE IN 
TH E SERVICE, 

Have friends or family in the 
military in Europe, the Orient, or 
Panama? 

Yon can gee a letter or package 



to them — or they can to you—In 
just two days, with Express Mail 
Military Service, 
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And it costs the same as 
Cb m nestle Express Mail service. 

A PACKAGE NO ONE ELSE 
CAN DELIVER. 

With Express Mail service from 
yuur post office, you have it all 
wnipfttd up: Art overnight letter 
rate that's only a fraction of what 
most others charge— just 88/"^, 

The convenience of more ways 
th;in anyone to get your overnight 
letter on its way Arid morning 
deli wry heiwtvn \wA\or nurkeis 
thai 5 guaranteed So when it 
has to be there overnight h count 
on us to deliver for you. 

EXPRESS MAIL 

r nrtoini WW*T I trrk wtih vrur hmat Ftwm Eirfb r Utr tkrmim O l'4tf J i 
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MANAGING TOUR BUSINESS 



A Battle Of Words 
With The IRS 



Natfon'i RmirwHA Miirvh IMP 

A dispute with the IRS 
aver deductions teaches 
lessons about tnpng to 
ea rn money from h obbies, 
avocations, or second 
busineftftea 



By Mik* Foster 



The letter from the Internal Reve- 
nue Service went straight Lo the 
point: "We selected your federaE 
incuriiH-u^ return u*t t.h*? year 
shown below lo examine the items list- 
ed at the end of this letter." 

That letter from the district director 
of the IRS arrived in the summer of 
1884 and began my struggle with the 
IRS, which took over three year* to 
settle. The itema related to a business 
trip I had taken in connection with an 
article I was writing. The coat of my 
deductions totaled $1,400. The dispute 
centered on whether I wrote for busi- 
ness or as a hobby. 

As my audit progressed, I learned 
lesson* that apply to people who earn, 
or try to earn, money from hobbies, 
avocations, second businesses, or any 
other activity — such as writing, anting, 
a tamp collecting* crafts, music, art, 
knitting, antiques — that is not their pri- 
mury source of income. For the sake of 
convenience, III refer to all these mon- 
ey-making ventures as "avocations./* 

I do not earn my livelihood from my 
writing, although 1 spend most of my 
working hours at it My income J* pri- 
marily from my work in investments, 
my aide buaineSB. 

An I read the Tax Code, it says that 
an entrepreneur tries Lo make a profit 
from some activity, whereas the hobby- 
ist does it for fun. So it seems pretty 
clear to me that my writing is entrepre- 
neurial. 

The tax advantages of being an en- 
trepreneur are enormous The entrepre- 
neur can deduct alt business expenses, 
regardless of w hether he makes a prof- 
it every year, and he can write off ex- 
|>enses for work that has not been sold. 
The hobbyist can deduct expense* only 
up to the amount of income earned 
from the hobby. 

To establish entreprene unship, you 
muju puss one of two testa of profitabil- 
ity. 

The objective test measures actual 
results: Can you show a profit in your 
business for two out of five consecutive 
years? 

Although I spend more than 80 per- 
cent of my working hours writing, I 
can't pass this test, and many people 



Mi kc Foster is a frt&tanct writer in 
I Denver. 
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who earn money from their avocations 
can't pass it either. 

The second measure is more subjec- 
tive and is more often used. It is based 
on what the Tax Code calls "relevant 
factors," w r hich ate designed to mea- 
sure how seriously you pursue a profit. 
These factors are defined in IRS Regu- 
lation paragraph 193? A, section 1.188*2. 
They include your experience und ex- 
pertise in die activity, how much time 
you upend on it, how much money you 
have earned or lost from it, and wheth- 
er you expect assets used in the busi- 
ness to appreciate. 

These relevant factors are only 
guidelines. Everyone's situation is dif- 
ferent (the particulars are, in the wards 
of the Ta3t Code, your "facts and rir- 
cumstances M J, and these unique details 
give you a chance lo justify your entre- 
preneur-ship. 

To help you establish entrepreneur- 
ship, it's a good idea to follow the rules 
of good business practice, just as you 
would in any other money-making ven- 
ture. Know what is deductible, and 
keep careful records. 

My audit undoubtedly was triggered 
by expenses I generated in 1982 during: 
a research trip. I duly recorded those on 
Schedule C, Profit and Ln>- from liusi- 
neas or Profession, whure I also men- 
tioned income from selling two articles 
during the same year, 



The district director's letter asked me 
to come to the IRS prepared to substan- 
tiate my travel costs. 1 did. During the 
interview, the auditor wrote in his sum- 
mary report: "Verified amount claimed 
from taxpayer's canceled checks and 
statements/' So far, so good. 

The auditor then asked a number of 
questions about my writing. How long 
had 1 been doing it? Did I enjoy it? How 
much time did 1 devote to it? 1 was 
flattered that a busy civil servant 
should be interested, so 1 relaxed and 
talked freely. What I did not realize 
until weeks later was that the auditor 
apparently was trying to wedge me into 
the definition of a hobbyist, as opposed 

Tax Court eases show a lot of lati- 
tude in interpreting the facts and cir- 
cumstances that define an entrepre- 
neur. A sculptor convinced a District 
Court that her business included "not 
otdy the actual creation of the sculp- 
tures, hut also teaching, operating a 
Esllery, and writing. 1 ' A retired profe«* 
sor. fascinated with poison n us? animals, 
wad allowed deductions because he 
kept businesslike records, received fees 
for lectures and consulting, and tried to 
broaden the appeal of his work. The 
possibilities are numerous, 

Having failed to disqualify me on the 
basis of my being a hobbyist and not an 
entrepreneur, the auditor said he would 



Just another 
get rich scheme. 

The difference is that this one works, it works because it puts your catalog 
in the hands of buyers around the world at the precise moment they're 
ready to buy what you seD. 

The payoff is more new customers and more new business. And your 
potential is truJy enormous. Because, industry uses Thomas Register to 
buy at the rate of over $400-million per da v< 

Your investment? Its less than you might think + Just tell buyers why 
your company's products are their best choice, and you'll get the important 
phone calls first. 

And we'll help you— with a custom program designed to accomplish your 
objectives. Just call us at (212) 290-7225 or return the coupon for details. 
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Thomas Register of American Manufacturers 

On* Pcim Ptw». New Hbrk. NY 10119, Attn. Barbara Hanson <21Z> 2907225 
I ~ SHOW ME Iww Thomas Register can help my company grow. 

My principal products. 'services aie 



i Nam* " 

i I 

I Title . ] 

| Company I 

| Addnsia I 

i Cily SMb Zip I 

l Phone Nol _ 

I 3TT \ 



Nation's BuAtrtns March 



MANAGING YOUfl BUSINESS 



A Battle 01 Wards With The IAS 



not allow my travel deductions fur li*H2 
because,. according 1 to Section 280 of the 
Tax Code, I must capiLalke those de- 
duetimw. 1 liacj no idea then that that 
meant [ must depreciate the expenses 
over the year?; I wanted an r vpliLtni- 
tion. 1 asked to see the auditor's super- 
vuor and a copy of Section 280. 

Reading Section 280 gave me no &o- 
lace, for it translated into taking no 
deductions for expenses, including trav- 
el or research, until the work resulted 
in a sold product— in my case, publica- 
tion of the article. Tln-n I cmihl deduci 
I he costs for a particular piece of work 
in each of the years 1 received income 
from it. 

The supervisor, like the auditor, was 
insistent that 1 capitalize my expenses, 
I was unwilling to accept this, and I left 
the meeting determined to appeal. 

In researching; the matter, I discov- 
ered that J could stop further interest 
from accruing on the alleged J 'deficien- 
cy 1 ' by pasting a cash bond, which cov- 
ered what the IRS contended 1 owed, 
plu* interest to the date I Hied tiie 
bond. Filing the bond does not imply 
agreement with the lRS's claim, but it 
does- block additional interest (which 
currently accumulates at 11 percent an- 
nua lly) r no matter how long the case 
might last. 

Four months after the audit session, 
another letter arrived from the district 
director, summarizing the iRS's case 
against me and giving me 80 days Up 
accept its findings or request an ap- 
peals conference. 

By this time p 1 had consulted with 
lawyers and read ;d*nit Section 
E8Q h and I had become convinced 
that the capitalization require- 
ments of Section 280 stood on shaky 
ground. 1 had learned that Congress 
had enacted Section 280 in reaction to 
abuses in the lilm industry, not out of 
any desire to deprive creative people of 
legitimate deductions, The [ItS had not 
yet issued 3ts final regulations on Sec- 
tion 280, which explain how the law 
should b« administered, Furthermore, 
no court rulings had yet developed on 
the pertinent issues, Strengthened by 
this knowledge, in February 1985 I filed 
for the appeal. My hearing was not 
scheduled until April 1986 — 14 months 
later. 

The hearing wus brief and business- 
tike. The appeals officer readily accept- 
ed my deductions as proper and agreed 
that I qualified as an entrepreneur. On 
the question of taking deductions annu- 
ally or capitalizing them, the appeals 



officer said she would study the situa- 
tion and decide in "a day or two." 

She months later I received her pro- 
posed settlement- She reduced the 
claim by the amount of income I had 
received for selling the two articles in 

This made nu sense to me at all. I 
rejected the settlement, which led auto- 
matically to the IRS's statutory 90-day 
fetter, which reiterates ft* claim and 
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, gives the taxpayer DO days to decide 
what to do. 

Any taxpayer who han not resolved 
his case at the appeals hearing has the 
following choices: (1} Pay the amount 
claimed by the IRS and close the case; 
(2) pay what is claimed, then sue for 
redress in a District Court; (3) ask for a 
, full Tax Court hearing; or i4) elect the 
Small Case Procedure of the Tax Court, 

I elected the fourth option for Re vera! 
reasons. Going to either the Diatrict 
Court or the full Tax Court would be 
time-consuming and expensive because 
a lawyer would have to represent me at 
either one. By contrast, the informality 
of the Small Case Procedure allows the 
taxpayer to represent himself. Also, 
since their decisions cannot become 
precedents for other cases, the judges 
at the Small Case Procedure might be 
more flexible in reviewing the facts of a 
case, The only potential disadvantage is 
thirl a defeat here precludes any fur- 
ther appeal, 

Two other events influenced my 
choice. First, after the beginning of my 
audit, the full Tax Court resolved a 
case similar to mine in favor of the 
writer. Second, the Tax Reform Act of 
1986 was now on the books, and writ- 
ers' organizations and others similarly 
affected by the capitalisation require- 
ments were clamoring for a change in 
the law. I hoped the outcry would af- 



fect my trial hi LIS. Tax Conn, Small 
Case Procedure. 

hi April I requested a trial. It 
was sot for September, Nine day* be- 
fore the trial date, I received a letter 
from the IKS stating that there was no 
deficiency in my case, and no further 
tax was owed for the year in question. 
Subsequently, I received a check cover- 
ing the full amount of the cash bond I 
fin. I Tllb'il. plus accumulated ititi-n-st. 

Some final good news for a number 
of entrepreneurs: In May IBSBi Con- 
gress made a technical correction in the 
laWp exempting from the capitalization 
requirements of Section 26D a broad 
category of what they call "creative 
producers/ 1 people who incur expenses 
in creating the products of their crafts. 

Y ou may never audited, hoi if 
you are, bear in mind these addi- 
tional [Joints: 
• Keep full records of any 
communications with the IKS, including 
meetings, letters, and calls. Write sum- 
maries while events are fresh. 

• Treat work for which you are not 
paid as you would any other work. It 
shows your serious intent and can lead 
to commercial work, Save rejection 
slips and other evidence of uncompen- 
sated work. 

m At hearings, don't answer more 
than you are asked. This is not evasive: 
it is only common sense when you can't 
be sure of your interviewers agenda, 

• When looking for advisers, always 
ask for a brief preliminary conference 
at no charge to state your situation and 
discover if the adviser shows an inter 
est in helping- 

• Keep track of new development* 
through the Standard Federal Tax Re- 
ports, published by Commercial Clear- 
ing House. See especially the weekly 
Taxes on Purtidf.; available at most uni- 
versity law libraries, 

• Be prepared for an audit to take 
longer than you think. The IRS must 
finish your audit within three years 
from the date the return was first due. 
Thus, for a 1986 return, the IRE has 
until April 15, 1990. But it can ask for 
an ex tension, and if you do not agree to 
the extension, it immediately mails you 
the 90-day letter, am! yon forfeit the 
appeals hearing. There is no harm in 
signing the extension, for whenever 
you are ready to speed thing* up, you 
can file Form 872-T. which activates the 
90-day letter. 

Take heart from the legend of David 
and Goliath. Today, the little guy has 
more weapons than slingshots, B 
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MANAGING TOUR BUSINESS 



A Checkup On 
Health Benefits 



An update on the itatfic 
in Congress omr 
mandated medical 
co w rage leads this 
roundup on health- 
benefits issues. 



By Roger Thompson 



Mandated-Benefits 
Battle Resumes 



l-uMn^.- i- liMurm^ ii|> for annl ln.-j' nut- 
jur battle against federal legislation 
that would require all employers to pro- 
vide medical coverage to employees as 
a condition of doing business, 

Defeating such legislation & tme of 
the top legislative priorities of business 
in the new Congress A bill to mandate 
health-care benefits failed in the last 
session as a result of a strong cam- 
paign by business, which showed that 
tin? ma^-ivt additional M&in could drive 
many (inns out of existence* 

The health proposal is part of a broad 
drive by organised tabor to have the 
government dictate a major expansion 
I of employee benefits financed by em- 
ployers. 

The U.S. Chamber of Commerce, 
which is spearheading business opposi- 
tion to the health -care proposal, is urg- 
ing C-ongress to explore an alternative 
approach that would help smaller firms 
in particular to extend health coverage 
to more workers through affordable 

That approach, the Chamber says, 
would help achieve the gual of extend- 
ing medical coverage to more worker^ 
while government mandates would be 
more likely to deprive workers of their 
joins than lo give them metiicfil cover- 
age. 

Key elements, of the alternative plan 
would; 

• Allow unincorporated businesses 
now limited to a 2fi |iercent deduction 
for employee health-insurance costs, 
the Game iflO percent deduction avail* 

I able to incorporated firms that provide 
| medical coverage; 

• Remove regulatory obstacle* that 
disieourage expansion of multiple-env 
ployer trusts< through which small 
firms join to purchase health insurant 
at the favorable rates that would not he 
available to [.hem as i mil vidua I lirms; 

• Pre-empt state laws mandating 
specific benefits, which add significant- 
ly to easts; 

• Explore the possibility of allowing 
workers to purchase Medicaid coverage 
hi income-related rates. 



Job- Change Derisions 
Hinge On Health Benefits 

High*quaHly hr;ihh benetits '-an make 
the difference between keeping or los- 
ing key executives* according to a sur* 
ifjj by the National Institute of Busi- 
ness Management,, in New York, 

Of l.OOU executives surveyed, three- 
fourths said they give heavy weight to 
an employer's hospitalization plan 




when deciding whether to stay in their 
present job or go elsewhere. 

Among the 41 benefits listed on the 
questionnaire, only three others receive 
serious consideration in employment 
decisions from more "than half of those 
surveyed, Sixty -six percent xaid vaca- 
tion policy afreets their decision to stay 
put or change jobs, percent said they 
consider sick -day policies, and 54 per* 
cent con skier holidays. 



Fitness Day Promotes 
Workplace Exercise 

The first National Employee Health 
am J Fitness Day will be held May 19\ 
The National Association of Governors' 
Councils, on Physical Fitness and Sports 
will coordinate the observance, which is 
tdsued at unT^L^iric; mi" unities for 
workers to exercise at their jab sites. 

The sL.HSonalkjn has set a goal of par- 
ticipation by 300,000 workers represent- 
ing more than 3,000 companies. Long- 
ran tfe objectives include a substantial 
increase in the number of firms offer- 
ing health^promotion and fitness pro- 
grains. 



The organisation of governors, 4 coun- 
cils is offering materials to help compa- 
nies plan May 3tt activities as well aa to 
organise ongoing health and fitmw 
programs for empioyees at their work 
sites. 

The materials and further informa- 
tion are available from the association 
at Pan American Plaaa, 201 South Cani- 
tol Ave,, Suite 440, Indianapolis, I jid. 
4fi255. The telephone number is (31 7 i 
23T<fiti3U. 

Stressed Out 
On The Job 

True or false: An employee who sutlers, 
a mental breakdown because of job-re- 
lated stress is eligible for workers' cuni- 
pensation. 

Thu answer i^ t well, true ottd false, k 
depends on the location of your busi- 
ness. Courts in several states, including 
Florida, Georgia, and Minnesota" have 
refuaed to uphold claims for work-relat- 
ed stress. In moat other states, such 
claims have received more sympathetic 
hearings.. 

[n fact, compo ligation for stressed- 
out employees has iin-rta&ed in the 
19SOe. Stress now accounts for 1 4 per- 
cent of all occupation a l-disea.se claims, 
triply ihr rale ui UH), :nron]iiiy t.i rlw 
National Council on Compensation In- 
surance, bused in New York, 

The increase Li more of a ripple than 
a tidal wave, however Occupational- 
disease claims represent only 2 percent 
of all workers' compensation claims. 
Stil^ it's a ripple Lo be reckoned with. 
Stress- r+jjaujjrdWriift on average cost 




When the whole mountain's 
going up, 

your trucks can't go down. 

When a crisis occurs in any business, it takes total teamwork and dependable 
equipment to resolve it. Equipment like medium-duty trucks from GMC Truck. 

THE CM REPUTATION FOR DEPENmBJLJTY. 

Reputations aren'l budi overnight. Ours was achieved through hundreds of 
thousands of GMC Truck medium duty user* putting million* of 
trouble -frw miles on their vehicles And through a commitment to tcHsd. 
ciisuimer sue is faction by both CM and the UAW. 

THE COMPONENTS OF VALUE. 

Many factors contribute in the ouManding value tor ihc money you get in medium 
duly trucks from GMC Truck. Three of them are highly competitive pricing, a 
strong warranty and premium components like engines from Caterpillar and axles 
from Eaton. 

THE CUSTOMER-DRIVEN DEFINITION OF QUALITY. 

Ybur trucks should go oat every morning and come back every evening, wiihoui 
you worrying about them. Our engineering and manufacturing systems are designed 
lo give your trucks that built-in dependability advantage. 

Since even the best trucks will occasionally need the support of pans and service, 
our large dealer network and parts distribution system are also thoroughly dedicated 
to d ep en dabi lity, 

A WIDE RANGE OF CHOICES. 

GMC Truck offers you ihc medium-Jury choices in engines, transmissions, 
GVWR ranges and whedhasea thai allow you to tailor our truck* to precisely nicer 
all the trucking demands of your particular business. 

Fire fighting requires trucks that are ready to go ai a moments notice and work 
around the c lock. Ybur business deserve* that kind of dependability. i< * > I i mi uur 
more about specifying dependable GMC Truck medium-duty vehicles for your 
work. Get information from your nearest GMC Thick medium-duty dealer today. 
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twice as much as claims for physical 
injuries. Pay me rats for loflt work and 
medical costs total more than $15,000 
per case, says the insurance council 

The council forecasts even men* 
stress-related claims in the 1990s: 
""More wurkiT^ will tn-om^. 1 ;tware of 
their rights to file claims for job- related 
stress, rind Lbere will be more employ* 
mem shifts into service-sector jobs tfmt 
have been identified a.s high-s-tre&s ■--■=■ 
ployment" 

COBRA S Impact Oil 
Small Business 

Smaller firms lire feeling the biggest 
impact of a federal requirement on 
healthcare coverage for former em* 
ployees. 

Tlie sign -up rate was twice as high 
for small husiiit^aw (27 percent of elf 
gibl<? former employees ) as for larero 
ones, U2 percent)* 

The health'Care mandate is contained 
in the Consolidated Omnibus Budget 
Reconciliation Act of 1 BBS (COBRA). It 
requires companies with more than 20 
employees to offer health irasunmce to 




former workers and their dependents 
for at least IS months; in certain cir- 
cumstances, COBRA benefits must bo 
offered for up to three years. The for- 
mer employees who opt for coverage 
must pay its full cost plus a 2 percent 
surcharge to cover administrative ex- 
pensed Even with the surcharge, the 
group-plan rates offered by employers 
are cheaper than individual coverage. 

Developments since the mandate was 
issued in the 1985 law were spotlighted 
in a nationwide purvey of 2G7 business- 
es and 17 companies that handle claims 
I mi- -'mp layers. The survey was conduct 
I.- 1 J l.y Charles D, Spencer & Associates 
1jh\, a Chicago publisher of employee 



benefits reports. The findings revealed 
l fiat an unexpectedly Sow L2.6 percent 
I of all employ eca and their dependents 
eligible for extended health care actual- 
ly took it in 1987, the first full year of 
(X) BRA enforcement, 

And more smaller companies — those 
with 20 to 500 workers — paid a port km 
I of the continued bea [lb-rare coverage, 
even though the law doesn't require 
them to do m. While 25 percent of the 
small employers paid pari of the premi- 
ums for the coverage, only 9 percent of 
the Larger companies did sq. 

Only 75 percent charged the maxi- 
mum allowable • mount, compared with 
IU percent of large companies that 
charged the maximum. 

"Possibly the less impersonal nature 
of small employers is a factor in this 
employer contribution/' said the survey 
report. 

Claims coats per person varied wide- 
ly. So did administrative costs p which 
ranged from $ti to $3H3 per person per 
year. 

In fact, administering COBRA 
proved more bothersome than the costs 
involved. The most frequently cileil 
problems had Lo do with paperwork, 
such as systems for collecting premi- 
ums from those who signed up, notify- 
ing employees and being no lined by 
them of COBRA eligibility chanpew, 
and managing the record-keeping bur- 
dens associated with medical insurance. 



Problems With Cost 
Containment 

Business outlays for employee health 
insurance are outrunning cost^ontain^ 
ment efforts. 

According to the latest estimates. — 
the tin at reports are not yet available— [ 
the average cost to employe n§ for pro- 
viding family health-care insurance for I 
one worker in 1988 was S2,&44 p up 6 
percent from the previous year, says 
the Hay /Muggins Co., an employ ee- 
foenefits consulting firm based in I'hila- 
deiphia. The average cost represents a 
1S2 percent increase since 1990* when 
the same family health policy cost $!KKL 

Over the same period, the average 
employee's contribution to family jne*li* 
eal coverage has risen at a faster rate 
but from a lower starting point. 

In 1980, the average worker paid $Wf 
a year for family medical insurance, 
compared with an estimated $484 last 
year. And that does not include higher 
deductibles and coinsurance pay 
menta — the portions Hot covered by in- 
surance but paid by most employees. 




Rising Costs Of 
Family Medical 
Coverage 

Average 
Premium 
Costs 
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The 1988 figure represents a one-year 
juiElfi 'if is 3'»:r< vr i" 

' Despite efforts to control costs at 
the provider end of the system, the 
price of care continues to grow faster 
than inflation or people's salaries, 1 1 
says Joseph Sapora, senior vice presi- 
dent of Hay/ Hugging in New York. He 
expects the trend to continue until K 'the 
larger problem of skyrocketing medical 
costs is solrai" 



Heafth-Care Nest Eggs 

A lot of workers over 40 years old wish 
they had the option of payroll deduc- 
tions or tax-sheltered savings to builii 
health-care nest *ftgs for their retire 
ment years. 

Forty two percent of S^SQD middle- 
aged workers interviewed by GM Asso- 
ciate^ a New York-based consulting 
firm, said they were willing to contrib- 
ute now to a personal fund to ensure 
;i'li.'i[uaU' health care when they retire. 
This personal contribution would be in 
addition Ln what^p-r ri/tirtimenl health- 
rajv | -l.ii i w:is pmvidrd l«> an employer 

The survey revealed keen interest in 
the idea of tax-sheltered retirement 
health-care plans. This could be done 
through tax credit* for premiums or an 
IRA-type program that exempts inter- 
es^bearing health-care accounts from 
taxation. PB 



TAXES MADE SIMPLE 



\ la:dk. Despite recent attempts at reform, 
tax Jaws still weigh heavily on lis alL 

On the one hand, Americans know 
that tuxes are pant of the price we pay for 
freedom. On the other hand* eaeh ol us 
has the right to minimize tax liability. To 
do so. we must determine what expenses 
are properly deductible and what income 
must he reported. 

CPAs who are members of the 
American Institute of CPAs 
provide the answers. 

Because they know the tax laws best, 
AICPA members can help reduce the 
impact ot faxes on companies and 
i nd iv id Link 

And, AICPA members can better 
protect the rights ^taxpayers* 
For instance, under the new "Taxpa\cr 
Bill ol Rights" recently passed lis 
Congress, twtpaver* no longer need 
to be present at IliS interviews it 



represented by a CPA, This is only one 
ot many lux paver rights, in the hill our 
Tax Division helped develop. 

Staying up-to-date. 

AICPA members stay up-to-date on 
important tax matters through 
Continuing Pftjfessional Education 
programs that are mandatory tor every 
member- 
Going further, all AICPA members 
adhere to a strong Cudeol [VuIl-smhi liI 
Conduct, This means that both the public 
trust and the taxpayer are well served. 

Which is one thing about taxes that's 
simple to understand 

The measure of excellence. 
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Business leadership is the 
key to building a stronger 
national network of 
k volunteers to work on 

mM A O f| ■ tf* A community proble ma. 



An Untapped 



Zfy Roger Tho?npso7t 



Over four decades ago, George 
Romofl helped organize the na- 
tion's first United Way fund-rat- 
ing drive, in Detroit Today al- 
most every city in the nation has an 
annual I'nh>d Way campaign. 

Now Romney is working to have 
VOLUKTEEft T be National Center, an 
orga nidation that he chairs, do for vol- 
unteering what the United Way did for 
fund raising. He envisions a highly visi- 
ble, widely supported national network 
of Volunteer Center* that would put 
armies of volunteers to work on com- 
munity problems. 

The most underutilised problem* 
solving method in the United States to- 
day is voliuiLeerism 4 M says Rornney, 31, 
a former Michigan governor and past 
president of American Motors Corp. 

A Gallup survey released last Octo- 
ber provides the most complete a&seas- 
ment ever compiled of volunteerUm in 
America, It reveals that 45 percent of 
adults in the U.S. volunteered an *top* 
age of 4,7 hours per week to help chari- 
table causes in 1987- That translate 
into 80 mil linn people giving a total of 
19.5 billion hours with a value estimat- 
ed at SI 50 billion. 

But the study, released by Indepen- 
dent Sector, a Washington- based phil- 
anthropic group* underscores ftom- 
ney's point about volunteerism as an 
underdeveloped resource. It shows that 
many Americans are willing to volun- 
teer hut are not being ashed. Three- 
fuurch* nf Mi' 1 L'i'>|i'.i[nli.-2il- f ■ ■ I jp ' v i ihiLl 
they should volunteer to help others, 
but half did not volunteer in the past 
year. 

Rornney maintains that all Ameri- 
cans could do more to support their 
co m muni ties, and VO LU NTEEK 
strives to be the catalyst to make that 
happen. 

At the heart of VOLUNTEER'S ef- 
fort is the growing number of Volun- 
teer Centers, which acL as clearing- 
houses for placement of volunteers 
with community programs and which 
provide leadership and support for vol- 
unleer activities. There are more than 
B&O private, nonprofit Volunteer Cen- 
ter* in the U.S. serving an estimated 
100,000 private organisations and pub- 
lic agencies. But Romney isn't satisfied 
with their number or performance. 

"Few of these [centers] are as airong 





1 



Former M iehignn Gov. Georgr 
Romneg, right talks with Daniel 
Garrtliri and Adrians Curtis of 
Detroit, volunteers in a project to 
h < ! tp h (j ti d iea pped stt udm te. 

and visible as they ought to be/ 1 he 
says. " We need to create as many Vol- 
unteer Centers as United Ways, We 
need people as badly as money." 

The bey to building a stronger na- 
tional network of Volunteer Centers is 
business leadership, says Romney. 
There's no reason that business can't 
make Volunteer Centers as successful 
as it made United Way fund raisin e\ At 
I present, however* "too many business 
leaders conclude they have discharged 
their social responsibility by making 
and encouraging contributions of mon- 
ey. But the problems cannot be solved 
by money alone. Problems can only be 
solved by volunteers." 

A 1987 nationwide survey commis- 
sioned by retailer J.C. Penney Iron, 
showed the impact of employer support 
on employee participation in volunteer 
programs. Sixty percent of workers en- 
couraged by their employers to become 
involved in volunteer activities act □ ally 
did »o, compared with only 39 percent 
of the workers employed by companies 
that did not encourage volunteeriani. 

Companies reluctant to boost employ- 
ee volunteerism should consider the 



i • i_ i ■ ■ r 1 1 - Iii 1 1 - tn-!MU^ Kiys k'-mn^y lit- 
search has shown that "such programs 
improve [company J morale, reduce ab- 
senteeism, attract better employees, de- 
velop employee skills,, and contribute to 
internal teamwork." Moreover, he says, 
''companies with employee volunteer 
programs acquire heightened public re- 
spect, and that helps sell products and 
services.'' 

A book published by VOLUNTEER, 
A New Competitive Edge, Volunteers 
Pram The Workplace, describe* how 
15 large companies, Including Levi 
Strauss & Co,. Honeywell Inc, H and Fed- 
eral Express, derived such benefits 
from their volunteer programs. The 
book also devotes ft chapter to success- 
ful volunteer efforts made by small 
I companies. (See "Small Companies 
Make A Big Difference/' on Page 52.) 

Over the past decade, business has 
become the moat important new source 
of volunteers. During this period, VOL- 
UNTEER has assumed a leadership 
rulu J u pru muting and supportine; work- 
place-based volunteer programs It is 
the only national consulting resource 
for businesses that seek to encourage 
and assist their employees in com muni 
ty volunteer activities. 

But volunteers also come from some 
unexpected places. VOLUNTEER has 
conducted successful pilot projects 
showing that the unemployed and the 
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Baby, we're going to make you a star. 

With the Smith Corona XD 9500 
Word PracesstngT^ r pewriter + every page 
you type wiD receive rave reviews, 

lis 2 line by BO character display 
lets you type, edit and prtxifoead your 
text, all before you ever touch a piece 
of paper. 

When you're satisfied with your 
performance, simply slip in a sheet and 
select Print. There won't be a typo, mis- 
spelled wofd or flubbed tine In sight. 

Of course, when we call the XD 9500 
the Word Processing Typewriter, we're 
not wasting words. 

There' s an internal memory wi th an 
incredible cast of characters— 16 T 000 
of them. So you can store r recall, insert r 
delete and block move easily. 

With our amazing Grammar Right 
System r you'll never write a wrong agjiin. 
It includes a 75,000 word Spell- Right h 
Dictionary that alerts you to misspelled 
words, an Electronic Thesaurus that gives 
you alternatives to overused woiiis, and 



Phrase Alert / which points out inappro- 
priate phrases — so your critics won't. 

Neither last nor least, there's the 
new Smith Corona Correcting Cassette, 
the ultimate solution to twisted tangled 
and fumbled correction tape. 

Needless to say, the XD 9500 is the 
last wold in word processing typewriters. 
Which is why we recommend 
you go see it at your nearest 
Smith Corona dealer. 

That way, you can audition 
it yourself. 
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handicapped — p*[. pi* who typically 
need services— can make important vol- 
unteer contributions to their communi- 
ties while gaining valuable skills. 

In 19B7, VOLUNTEER worked with 
five Volunteer Centers in various states 
to involve the unemployed in communi- 
ty work. The u;oal was tu use volunteer- 
as a useful retraining uouortunity 
for workers who had lost their jobs 
through plant closings or corporate 
dowutftftin^- 
The program in Albany, Ga., involved 
people who had lost their jobs when 
the. Ioca.1 Firestone Tire and Rubber Co, 
plant closed. By the end of the nine' 
month project, 25 percent of the partici- 
pants had assured jobs\ -12 percent re- 
ported they had juh proa pec Lb, 35 
percent had relumed to school, and 68 
percent showed a significant ri&e in 
self-esteem. 



All five pilot prajeet-s worked well 
enough to demonstrate that volunteer- 
irttf Can tie effective in helping the on- 
employed rustic* the transition to a new 
|..|. 

A pilot program for handicapped 
hi^h-school students operated for three 
years, until tbi end uf i'JKS, in nr*-' 
Michigan cities. Project Next Step com- 
bined community-service activities with 
summer jobs supervbu?d by aduit meti- 
to rs. Misri 1 than h(m> .li viibk'd younjr peo* 
pk 1 participated 

"The primary benefit Was one that 
relates to self-confidence/ 1 said Mau- 
rice Wesson, a senior manager with the 
Etetroit Center for Volunteer ism. The 
project 'allowed these yumitfsters to 
see how well they functioned in struc- 
tured activities that they heretofore 
had been barred from." Many of the 
participants said they were grateful 



that they had learn.-. I what they could 
tfe instead of bcinjE toM what they 
couldn't do. 

It is through such activities thai 
VOLUNTEER helps perpetuate the 
spirit of self -reliance that is uniquely 
American, says Rpmney. "America be- 
came great not primarily as a result of 
what govern men l did for the peop!e h 
tun primarily as a result i if what people 
did for themselves." M 

For More Information 

You can contact VOLUNTEEE^'ne Na- 
tional Center at 1111 North 19th St. 
Suite 500, Arlington, Va, 22209; (fOBj 
:*rtHiM2. "Volunteer Readership 13K^ 
mr a booklet uubhshed by VOLUN- 
TEER, lists a number of how-to and 
resource books available through the 
! organization. 



Small Companies Make 
A Big Difference 



fiobert Sanchez, center* president of 
Coxfj Snjichpz in San Franvutra, tint! 
cmp facets Mary Rodriguez and 
Solomon Zvioyo orr vol an trim wk& 
htftjt youth spuria proymmx. 



Wkile a natkmai survey shows thai a 
majority of small- business* executives 
serve as volunteers,, only about one- 
third of the small firms reported any 
ty|ie of formal system to promote em- 
ployee volunteering. 

In contrast, more than two-thirds of 
large corporations have auch pmgrams. 
According to the survey, conducted 
by the Mutual JVn.-i il Life Insurance 
Co., small companies that deal directly 
wit 1 1 Lhe public, such ad retail, financial, 
and other service businesses, are more 
likely than other small firms to support 
an employee volunteer program- This is 
probably because they perceive more 
tangible benefit from such activity than 
construction or manufacturing compa- 
nies, according to the survey report. 

The survey indicated that small-busi- 
neaa owner* must be reminded that vol- 
unteer efforts can instill a sense of 
community responsibility as well as 
have a positive effect on a company's 
bottom line. VOLUNTEER'S publica- 
tion A New Competitivt Edgv cites sev- 
eral examples, 

Threatened with the need to lay off 
some of its 80 employees during a lean 
iod several years a£0 F the owners of 
Arc Crystal of Santa Barbara, 
Calif, decided to lend employees for 
community service one day » week in- 
rtead 



The volunteers helped elderly and 
; disabled people in the community, and 
! the company avoided the high cost of 
recruiting and training new employees 
once business picked up again. 

The company, which manufacturer 
crystal giftware, has prospered in re- 
cent years and now employs about £5 
i people. 

While the company no longer lends 
employees for community projects t 
owners Jonathan Wygant and Frances 
Patruno continue to encourage empfciy- 
ees to volunteer. 

, They say that volunteering improves 
employee morale, boosts the company's 
icnage in the community, and shows 
other businesses the positive aspects of 

I volunteering, 

Casa Sanchez, a San Francisco manu- 
facturer and distributor of Mexican 
food products, has been involved m 

■ community projects- for over 10 years, 
The firm launched what has become an 
annual community street fain and it 
bos sponsored community clean-up 
days, fund-raising carnivals, and bake- 

| raffs. It also lends its officers to particv 

j pate on nonprofit boards of directors. 
President Robert Sanchez says about 

; half of the company's 2fi employees are 
involved regularly in volunteer activi- 
ties. 

"We encourage our employees to get 




involved to make the community bet- 
ter/ 1 he Rays. His employees gain per- 
sonal satisfaction from the work and 
become better informed about commu- 
nity issues, Sanchez adds, IH The bene- 
fits might not come back immediately, 
but we have an excellent reputation for 
helping oul And that helps our image 
and our business. People want to sup- 
port ub«" 



Wre Only 45 Minutes 
Away Rom Success. 




Executive Seminars in Sound can help you improve 
your management skills — -'ind your bottom line— fasL Ei^ht 
audio cassettes deliver practical, [>roveii nrlmiqlaeB that you 
can implement right away. 

The 4;>-m mute tapes coven 
I. How lb Get Wjut Ideas Across 
2L Your Role as a Decision Maker 
i Better Management of People 

4. Mastering the Art of Delegating 

5. Making the Most of Your Time 

6. Organizing Your Plans arid Harming Your 
Organisation 

7. Strategies of Moving Ahead 

8. How to Live with Your Own Success 

Listen in your car, at the office, at homcor in your hotel 
roum with convenient tapes in a compact binder. Then in 
spire your employees, control your schedule and prepare to 
enjoy your success. 




You 'I I profit for it lifetime from a $95 investment in Exec- 
utive Seminars in Sound. If you're not convinced these lape^ 
will maktf your life easier, just return them wij liin 15 days for 
a full refund. Order your set today, 



Try it for 15 days FREE 

t.ipar;ifiN k* Si-tid n>c "Kxwutivv S^mmurH in Sound," Uiwh 
thoroughly aati>ficd f I can return H u-r * lull whind, 

□ Chcdi ciu-bfird iot $95. 

□ Billniy credit L -aict 11 AE □ VISA □ MC D Choice 
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Blunders 
Abroad 

Bp Charlet R Vtimtine 



IMTER NATION At BUSINESS 



These common mistakes 
?na€ie by Americans 
trying to do bitsinem 
overseas offer pointers 
on exploring fo?*eign 
markets* 



Americans art? often accused of 
irisensitivjty toward other cul 
Lures, And yet when I talk with 
American business fieople, 1 um 
often struck by how many are genuine- 
ly concerned aboil I "doing the right 
thins" and bridging cultural gaps when 
they travel overseas. 

During my newly 14 years advising 
clients an trade matters, t have eolleet- 
ed a number of amusing anecdote* — 
and some that are pot so amusing — 
that illustrate many of the most com- 
mon mistakes made; by Americans try- 
ing to do business in other countries. 
The value of these anecdotes, all of 
them true, is that they offer helpful 
pointers to business people exploring 
foreign markets. 

One of my favorite atones concerns 
an American who went to Malaysia to 
close a substantial contract. There, in a 
splashy ceremony , he was introduced to 
someone he thought was named ' 'Roll- 
er. ' r Throughout the negotiations, he 
called the man "Hog," not realizing 
that his potential client was a "rajah/ 1 
which is a title of nobility, not a per- 
son's name. Thus- well-meaning Ameri- 
can did not know that, in Malaysia, 
while many of the states are controlled 
by sultans, one state is headed by ra- 

While this type of incident can hap- 
fH-v tf> almost anyone and might make 
for a good laugh afterward, it's far 
from funny at the time™ [t may insult 
your hosts, embarrass you F and cast 
you the business you're trying to get- 
In short, mistakes like Lhis should be 
avoided. One way to prevent or at leaat 
minimize the chances of such mistakes 
is to leana all you can about your poten- 
tial clients before you meet them. 

teaming about your clients a Is® 
nj^ans doing market research M>jl> 
Americans think that the research they 
did at home will work abroad or that no 
market research m needed. Some corpo- 
rate executives believe they can. just 
"wing it" and make a sale because they 
kftTB a superior product, Overconfident 
and underprepared in their internation- 

Charles F. Vatmiiine is a partner in 
the accounting and roTixuIfwut /imt 
of Arthur Young and direct* its Inter- 
national Tradt 1 Advi&ory Services 
Group, in Washington. 
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al ventures, they "invade 11 foreign 
lands, attempting to do something ap- 
proaching a marketing study of 12 
countries in six weeks, Latej\ after 
their recommendations have flopped, 
they say they "can't understand what 
happened, The same approach worked 
when we started our operations in Los 
Angeles." 

Consider the case of a large U.S. aoft- 
drink !irm, which had sl s 1 up lar^e h"t- 
tliug and distribution facilities in Indo- 
nesia, hoping; to get a substantial 
market share in that country of 176 
million iwople- But the drink did not 
sell. The company came up with unreal- 
istic sales projections based primarily 
on demographic data that omitted the 
fact that most Indonesians at that time 
had little disposable income, Further 
study revealed that the actual market 
for this carbonated American soft drink 
consisted mainly of tourists and expa- 
triates in the country's major cities, and 
thai most Indonesians preferred non- 
carbonated, coconut-based drinks. 

Similarly, a well-known franc hised 
health club learned that what sells in 
New York may tiot ae.ll abroad. Wlien 
the company decided to open a facility 
in Singapore, it spent considerable 
mit^ <M|mfi]iisu! and decorating the 
club. Yet the club did not attract many 
members, and il eridi-d up serving u 
relatively small expatriate community. 



The company miscalculated by aSNum 
ing that residents of Singapore would 
join an American -sty le heal th club. To 
succeed, the franchise should have ca- 
tered instead fed the residents' prefer- 
ence for Western competitive sports, 
Chinese calisthenics, and traditional 
forms of Asian exercise. 

The experiences of the soft -drink 
company and the health-i-lub franchise 
teach an important lesson about exert- 
ing. If you want to succeed lat selling 
overseas, you should take the time to 
research carefully the foreign marked 
that interest you, bearsng in rnind that 
each has its own characteristics. 

You can team a lot about a foreign 
market without leaving the U.S. For 
example, you can contact the Office of 
International Trade Ad mi it hi ration al 
ih- Ua Department of Commerce. 
Thi-re, yotl may wanl to ipeal to those 
who specialize in the emm tries acifl in- 
dustries that pertain to your products 
or servicea mid your exporting Inter- 
ests. You also can turn to Various inter- 
national organizations and foreign gov- 
ernment agencies for information. 
Another option la to obtain advice from 
consulting services. 

Since it is important that you com- 
bine thijs knowledge of the foreign mar- 
ket with awareness of the culture and 
history of the countries you are about 
to visit, check your local Library for 



REASSURING 

FAX. an 

Over the if* 
years, AI&T 
has set the standard 
for network quality and reliability 

Now you can expect the same from our fax machines. 
«-S8^j^^I And if there's ever a problem, it's 
x k ^^^■^^^^ comforting to know that AT&T 

5 *** ^^^^0 service people 
^gjnB^*^^aie ready to assist ' 
you natio nwide , with 24-hour |f 

Dt line" 







service. 
To find 

the right fax for your 
business, call AI&T at 
1 800 247-1212, Ext. 129. ^jjj 

The right choice. 
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books on those countries und for inter- 
national publications such as The Pi- 
tt fit* eiut Timi's af London* Tkt E&mo* 
mist, Lm»i Tit i Fur luist £fonotntc 

To enrich your understanding of oth- 
er culture^ yog may also want to enroll 
in cnm-cultural workshops sponsored 
by universities and various internation- 
al organisations. 

Such cultural train top? tun IihIjj curb 
inadvertent insulting behavior, which 
can cost a firm dearly when it is trying 
to win u contract. And such incidents 
can happen even when you think ehm 
you have covered all your bases, as an 
oil company discovered when it wjis 
about to sign a contract with a Middle 
Eastern nation. An hour before i\w 
signing ceremony was tu begin, tht- 
American executive and the responsible 
government official met for ten. Relax- 
ing, the American propped his feet on a 
table, with his soles facing hie Arab 
host. At once, the official became angry 
and left the room — to the surprise and 
dismay of the American. The U-S, exec- 
utive did not know that exposing: the 
sole of one's shoe to an Arab is a grave 
insult. It took another year uf negotia- 
tions to get the contract signed. 

Another cultural misunderstanding 
thai can breed mistakes in doing busi- 
ness overseas is the impulsiveness that 
many American firms display when 
they decide to go intern a Li una I. Home 
clients have told me f for example, that 
they often hear of efforts that go sour 
when a U S. firm nends a manager over- 
seas for n week with instructions to 
talk with a few people and pick some* 

c in ri'p[vst'iit the company. Later, 

the foreign representative turns out to 
be unreliable, and the U S company is 
slndi wilh a hud purlrkr 

Ti- avoid such experiences, you 
should check your potential foreign 



partners as thoroughly as you wouid 
check one in the Investigate refer- 
ences and credit records, and Verify 
that the representatives indeed have 
the contracts, staff, and contact* they 
claim to possess. 

In addition, many American execu- 
tives not only proceed impulsively but 
also expect quick results when they 
deal with overseas customers. Many 
U.S. executives lack patience when they 
travel to another country, arriving with 
the presumption that the whole world 
dries business in the hurried American 
manner, and failing to realise that the 
concept of time and the pace of busi- 
ness often differ overseas, 

European and Asian firms stress 
long-term orientation in their trading 
relations, for example, while many 
American firms focus on short term 
gains. Adjusting to these diffeivnn^ m 
cultures and business practices is par- 
ticularly important if you want to devel- 
op long-term relationships with your 
overseas customers. 

Failure to reeognJze such differences 
can lead to disappointment, as a team 
of American businessmen discovered in 
Beijing, They arrived expecting to close 
a deal quickly. While they were relax- 
ing m the hotel Lounge on their first 
evening in town,, they shared their en- 
thusiasm with an acquaintance of mine, 
ignoring his advice that they not be in a 
rush for results. A^each day passed, 
my acquaintance saw their exuberance 
diminish more and more. By the fourth 
day, the Americans were morose be- 
cause they thought nothing was hap- 
pening- Though my acquaintance hud 
concluded that the Chinese were negoti- 
ating at their normal pace, the Ameri- 
cans ejuvc uf and *ent. home Lhe next 
day, totally discouraged. 

Another example cropped up in the 
tule uf the three U.S. executives who 



flew to Japan to sell tractors to Japa- 
nese buyers. The America ns — none of 
wru-m hud ever been to Japan before— 
thought that their presentation had 
gone welL The Japanese, however^ ex- 
pressed n.0 reactions after they heard 
the price of the tractors. As their si- 
lence became disquieting, the senior 
American executive lowered thr price 
of the traCrtjors, The Japanese kept qui- 
et* Ultimately* the Americans lowered 
their prices far more than they had ever 
planned. They did not know that the 
Japanese executives had fallen silent 
in it lu signal rejection of the proposal 
but simply to think It over* 

When yun \\u husiness nveraeas* be 
fjre|jaivi1 fur .lirlcrences in communica- 
tion* Silence has various meanings in 
various parts of the world, and it is not 
necessarily a negative sign. You also 
should consider that not all foreign 
businessmen use the telephone in the 
same way it is used in the U.S. In some 
countries, dealings by phone are not 
considered equal to converse liutifi fafe- 
tofaee. And bear in mind that langtiai;e 
■iii Hi \ - cnay come ljetw< - is ■ \ 
your customer, even if your potential 
client Speaks Kn^lish :l> :l fecund ur 
third lun^smjze or you speak your 
quest's language 

And don't forget Murphy's Ijtw— 
as fully in force overseas as it is 
in the U.S., and probably with a 
few more amendments! Expect 
surprises — expect that anything thm 
can go Wrong will go Wrong- Remem- 
ber what happened tt) a certain Ameri- 
can executive who went to a small Cn* 
ribbean country, expecting to close a 
sale in no time. 

When the executive entered the 
prime minister's conference room, he 
began hip presentation by saying. 
"Honorable Mr. Tallin and esteemed 
members of the cabinet" 

h 'Won't you please start again?" the 
prime minister said. Bewildered, the 
A merican busi nesgm mi ■ ■ I j 1 i trt-d . 

"Perhaps you should start over. 11 
said the prime minister^ visibly annoyed 
Mns i irne 

One uf lhe cabinet ministers flitting 
nearby took pity on the American and 
whispered unto his ear: "Mr To! I is was 
deposed six mouths ago. You are now 
addressing the Honorable Mr, fW- 
hert." 

So prepare for the unexpected, do 
your homework, tafee nothing for 
grunted h be courteous, keep your s.erise 
of humor* be patient, be thorough — and 
you may do just fine B 



WE'RE EXTENDING THE ONLY 
FREQUENT GUEST PROGRAM THAT 
GIVES YOU THANK YOU NOTES 

LIKE THESE^-^ 




It s something * 
you'd expect from 
Harley Hotels. An 
elegantly simple pro- 
gram thaf s unlike any other 
with all theli confusing points, 
coupons, certificates and prizes. 
And so successful weve extended it. 
Because at Harley, you get $2? 
cash back after every seven nights 
yo u stay .* All you - HRIHPT1IIB 

You Card, easily r 

obtained at any Bfjflfl 

of our locations. Rrif^fl^^wSl 

And it'll be * iMI^^At^ 

the most enjoy 



able way you've ever earned $25 . 
Because we make your stay at 
Hat ley as pleasurable as possible. 
With all the basics. 

And a lot of the extras, too 
Like turn down bed service, 
complimentary newspapers, extra 
large bath towels, heated swimming 
pools, and more. 

Ail for much less than you'd 
expect 

^Std For reservations and 
prices, call toll free 

" Our cash back program 
'ifmm\ is one more reason we're 




going to be your favorite hotels 



'Available to guest* frying ^ th « *tandard or TUbona] corporate rat* This program not available at Helsuley Hotels i n New tork 



Leona M Helms Eey 
President, Harley Hotels 



HARLEY# HOTELS 



A DIVISION Of HflMSLfV HO ft I 4 



Alabama 

Sheraton HuriEjvilIc 

Connecticut 
Harley of Hsrtfotdf 
Springfield 



Florida 

Harley of Orbfldo 
Colonial ?hiA Inn 
Orlando 

Harley Sandcasttr 

Sarasota 



Georgia 
Harley of Atlama 

Kentucky 

Hat ley of Lexington 

Michigan 



Missouri 

Harley of St Louis 

ObJo 
Harley dt 'Cincinnati 
Haileys of Cleveland (j1 



Peart rylvanla 

Harley of Pittsburgh 

Wiicontta 

Sheraton I nn r Madison 



Hailey of Grand Hapfeds Kar % rf Columbus 
Hurley of Laming 



Thanks to MNI, more n 
Mercedes-Benz owners 

"I Wood." 



Ho w Media Networks, Inc. proved 
successful for Detroit's leading 
import car dealer 



When Wood Motors 
introduced its uokfX 
sen- ice pick-up and 
deliver}' pfan n it 
[it n led an advertising 
vehicle as unique as 
this exclusive new 
service, A vehicle that 
efficiently targeted 
key prospects in a 
quality editorial 
environment. 

Media Networks, Inc. 
proved to he the 
answer. 





And don 1 come baA. 
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A 60% sales increase. 

in juM three years, the Detroit area's first 
Mereettes-lk'nz dt ak i "ship hetanu- die 



area s fastest growing Mercedes- Hen / 
dealership, With a sales increase of 6(1%, 

Thanks, MNI. 

Thanks to MNI, the Del roil market quickly 
responded to this unique service plan. And 
the market continues m say "I WxkT to 
the coni|>etitive prices, huge inventory, 
and extraordinary service provided by 
Wotid Motors. 



We're giving you 100%. 



WOOD 

MOTORS INC. 

1535 1 Gratiot at 8 Mile 
Detroit, Michigan 4820$ 
(313)372-2600 



Media Networks; The Most Precise Way To Buy The Most Precise Medium. 



Media Networks provides a way for local 
businesses to appear in national magazines, 
such as NEWSWEEK, SPORTS ILLUSTRATED, 
TIME, and U.S. NEWS & WORLD REPORT, and 
reach precisely the customers they want to 
reach in their market or in any of 150 markets 
across the country 

For Wood Motors, an import car 
deafer, that meant influencing 




luxury car buyers in the highly competitive 
Detroit automotive market. Media Networks 
allowed them to do just that and, over the past 
three years, helped them achieve 60% growth 
in sales. 

If you would like to know more about Media 
Networks and how we can help you reach new 
customers, call us toll free: 
1-800-792-1072. 



Media Networks. Inc. 

1266 Eas< Mam Street 
Stamford, CT 06904 
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Your First Order 



m 



of Business: 



Malm's Business Today On ESPN 



w 



bile some 
people 
are still 
yawning 



through the same 
tired news shows h 
you could be pel- 
ting off to a 
fast start with Na- 
tim'ii Business To- 
day, live from the 
nation's capital. 

It'a business news 
the way you've al- 
ways wanted tt. A 
complete package every 
business day. With late 
tiees stories and news 
Washington, Wall Street and the world; 
business travel forecasts; and sports 
highlights. 

Plus special reports throughout the 
week that zero in on important business 
developments and the people 
niEkkinji business news. 




breaking husi- 
updates from 




Meet face- to- face 
with today's captains 
of industry. Our daily CEO CLOSE-UP 
sesmecit profiles some of the nation's 
most powerful chief executives like 
Donald Petersen of Ford Motor Co., 
Robert Erburu of The Times-Mirror Co. 
and J.W, Marriott, J?,, of the Marriott 
Corp. We take Lhem out of the board- 
room and into the spotlight for reveal- 
ing insights into corporate leadership. 

We're big on small business, too. 
With daily SMALL BUSINESS RE- 
PORTS that focus on taxes, capital for- 



mation, management ni^gajuKatioji, 
Legislation, regulatory action and 
other timely information to help 
—J^your business grow. 

Can you afford not to 
waLch our daily MON- 
EY MATTERS re- 
port? We bring in 
professional fi* 
nancial plan- 
ners to help 
make the 
most of your per- 
sonal — and corpo- 
rate — portfolios. With dollars 
and .sense advice on investment pack- 
ages and aLrategies. See why MONEY 
MATTERS ranks number one among 
Nation's Business Today viewers. 

If you're looking for some healthy 
advice, MEDICAL DIGEST is just what 
the doctor ordered. It's an executive 
guide to good health, on and off the job, 
A weekly check-up on trends in preven- 
tive med peine, surgical advances, health 
care plans and other lifesaving news. 

We take you from science Action 10 
fact each week on TECHNOLOGY UP- 
DATE. Here's a look at how today's 
business is using- tomorrow's technolo- 
gy—exciting news about revolutionary 
advances in electronics, information 
systems, aerospace, biogenetics and 
other scientific breakthroughs. 

You'll also be inspired by the entre- 
preneurial success stories on our week- 
ly MAKING IT series. See for yourself 

Go-anchors Car! Gfant and Meryl Comer 





how owners of s snail ur mid-sized com- 
panies took an idea and made it pay 
off— in spite of the heavy odds against 
success 

If you've set your sight* on the glob- 
al marketplace, keep an eye out for our 
series of international BUSINESS 
LINE reports. We Lake you each week 
to the major capitals of the world for 
first-hand accounts of important over- 




seas business news and investment op- 
portunities. 

Don't leave home without watching 
BUSINESS TRAVEL TIPS. Each 
weekj we give yon first-class advice on 
cutting your business travel costs and 
making you feel more at home while 
you're on the road. 

Get the complete business news you 
need before you get to work. Make Na- 
tion's Business Today your first order 
of business, each morning on ESPN. 



NationsBu siness 

TODAY 



Weekdays 6:30-8:30 a.m. (ET, PT) on 



MTU 



The promise ol a bright f til lire 
can hi- broken in an itisuint. Willi 
one serious accident. And since 
1^12, I he Accident Fund i >f Michigan 
has been theic in pic\ en' i! I r ■ m i 
happening. 

The Accident Fund of Michigan 
is the largest provider of "workers' 
compensation in the stale. We're 
dedicated noi only u> helping die 
worker who's been injured, but to 
doing everything in our power to 
keep his environment safe. So we 
work one-on-one with companies to 
identily existing and potential haz- 
ards. Alter a thorough inspection, we 
create a safety program unique to the 
employer's needs, and review H 
periodically. And in the process, saw 
hundreds die pain and anguish ol an 
injury on the job. 

Because we're private, we have 
ihe freedom to provide just this kind 
of individualized service to our 
policyholders, Ef fectively, efficiently, 
and I airly. 

We don't ever want thai to 
change. 

And neither should you. 

The Good Provider. 
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MANflliING YOUR BUSWftSS 



The Impact Of AIDS 
On Benefit Plans 



R 



sported cases of AIDS continue 
to rise substantially, and employ- 
ers are increasingly cha) le nged 
by both the human and economic 
intact of this fatal disease. 

The human costs are incalculable. 
For those who suffer from AIDS— ac- 
quired immune deficiency syndrome — 
and for their families, the loll is terribly 
high, lis emotional drain Is accentuated 
by the fact that moat of its victims Eire 
young adults, who should be at the 
peak of their productive working yean. 

For employers, these same factors 
make AIDS in the workplace both emo 
tonally and economically draining. 

There are varans financial coats as- 
sociated with having an employee with 
AIDS. The specter of AIDS as a major 
health crisis raises concerns that the 
costs of employer-paid insurance will 
increase, In addition, employers, em- 
ployees, and insurers will soon have to 
cviiiink arid eftttltltflr fedoi^iiisi^ l-in 
[ilny^bcnefit plans. 

A survey by Alexander & Alexander, 
an employee-benefits consulting firm, 
showed that benefits paid out for an 
employee with AIDS typically exceed 
(IOOjOOQ— the average expenditure per 
afflicted worker Consists of $47,7fl2 for 
health-care costs, $1 1,5285 for long-term 
disability, and S4-L3thi for deal! busi- 
fits. 

There are three major areas for em- 
ployer consideration in reviewing bene- 
fit plans: 

Health Cart 

In response to burgeoning health-care 
expenses in general, not just for AIDS, 
many employers have turned to cost- 
con tai n men t efforts. Anions the most 
successful has been "case manage- 
ment, 1 ' Typical case-management teth- 

This <trrkte ttrui rheekUst *xn- tnhptui 
from AIDS: An Employer's Guidebook, 
published £ny the U.S. Chamber of 
Commerce atid written by J<ime$ A, 
Klein, deputy tuwiifiiv director of the 
Association of Private Pennon and 
Welfare Plans. Chamber member* 
mnij order the tfti-payc pubik<ttif*n fry 
sending $20 far ftonmembrwt) to 
the UM Chamber of Commerce, Pub- 
lications Fulfillment Iff 15 H Street, 
N.W.. WwthingtQn, flC Mkfar 
publication 0088, 



t the core of decisions 
on benefits will be 
inevitable questions on 
balancing Vie employer's 
desire to cover the health 
needs of employees and 
their families nHth the 
need to control costs. 



ntques include monitoring the course of 
a person's illness, supervising and au- 
thorising medical services* and using 
lower-cost outpatient, home, or hospice 
carp instead of hospitalisation. Treat- 
ment jn a hospice, for example, can he 
30 to HO percent tews costly than in a 
hospital. 

The AIDS patient needs custodial 
care, help with daily Laska, and phy steal 
therapy more than intensive medical 
treatment, and hospitalization there- 
fore may not be the best course. 

The cost-saving benefits of case man- 
agement are likely to lead to its more 
frequent integration into health plans 



for AIDS as well as other conditions. 

One of the unknown factors > at the 
moment, id the effect thai certain drug 
therapies for AIDS will have on overall 
employer health-care costs , Currently, 
AZT is the only commercially approved 
drug available for the treatment of 
AIDS. The manufacturer recently low- 
ered its cost, but it still remains expen- 
sive for an ongoing regimen. In addi- 
tion, biweekly blood transfusions, 
whirh are needed to offset the toxic 
side effect* of AZT, add considerably to 
the overall expense. Some employers 
n lis y respond to the izostly nature of the 
drug therapy by limiting the prescrip- 
tion-drug benefit available under a com- 
pany health plan. Other companies 
wishing to cover medical expenses will 
add prescription drugs, including ex- 
perimental ones, to their health plans. 

Other aspects of health plans are? also 
likely to undergo serious scrutiny by 
employers and insurers. The vast ma- 
joriLy of health plans Sponsored by me- 
dium and large firms contain provisions 
for mental-heal Lh benefits. However, 
most of these plans have limitations on 
these types of benefits, such as the 
number of days of treatment or the 
total dollar expenditure covered. 

The comprehensiveness of mental- 
Health benefits could become increas- 
ingly important as plans are modified 



Checklist For Health. Life, 

And Disability Insurance Coverage 



Employer* can use this checklist to help 
determine whether terms of their bene- 
fit plans are adequate to meet the chal- 
lenges, posed by employees with AIDS 
in the ways the employers wish to meet 
them: 

L Review current health, disability, 
and life-insurance plans for limitations 
and exc fusions,, especially any relating 
to pre-existing medical conditions. 

2 + Determine whether your company 
or insurance carrier has procedures to 
ensure confidentiality in handling 
claims, 



care, 



3+ Does the health plan: 

• Cover draffs, mental-health 
and experimental treatments? 

• Cover care in the homo, in a 
skilled-nursing facility, or in a hospice? 

• Contain a stop4os5 feature limit- 
ing the employer's loss exposure? 

• Contain caac- management fea- 
tures to allow for continued monitoring 
of AIDS and other illnesses? 

• Have special requirements for ex- 
tended coverage or conversion to indi- 
vidu&l coverage for ex^mployeesT 

• Allow a person unable to pay pre- 
miums to remain covered for disability- 
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Employers* employees, and insurers soon must 
consider redesigning employee-benefit plans, 
especially kealth-insitrafice plans, to meet 
challenges presented by AIDS. 



f 



either to include or to limit coverage for 
a mental disorder known as AIDS de- 
mentia, which is one manifestation of 
the di&cnKe. And psychiatric counseling 
for terminally ill patients and their fam- 
ily members h another type of meriUl- 
health benefit with higher eosLtf. 

Finally, eLauaes dealing with pre-ex- 
isting medical condi Lions and provisions 
for emptoyer-paid continuation of cov- 
erage are both aspeeta of health-plan 
design that employers and insurers will 
be reevaluating, 

At the core of decisions on plan de- 
sign will be inevitable questions about 
baliinciflg the employer's desire to cov- 
er the health m?ed£ of employees and 
their families with the need to control 
costs, 

UfB Insurance 

If lht pjripjvciums on the spread of 
AIDS prove accurate, expenditures Da 
group life insurance could become sub- 
stantially greater. Employers and in- 
surers could face the likelihood of a 
greater number of claim? by young 
workers for whom premium contribu- 
tions had been made for only a few 
years. 

Increased claims, leading to higher 
employer-paid premiums, could discour- 
age employers from offering life insur- 
ance. At the same Lime, group life in- 



Other questions; 

• How does extended-coverage con- 
version coordinate with related options 
under state or federal taws? 

• ts coverage provided by a commer- 
cial insurer, a Blue Croaa/Blue Shield 
ivju- iif plan, or ir; i- self-insured*' 

4* For a ] if e-inau ranee plan: 

• What is the maximum coverage al- 
lowed without evidence of insurability? 

• Can the employee elect to pur- 
chase additional coverage? How much? 
Is evidence of insurability required? 

• Can a disabled employee retain 
coverage without paying premium*? 

For a disability plan: 

• What are the waiting periods for 
coverage? Does it a] tow periodic return 
to work or work at home without loaa 



su ranee could become a more important 
benefit demanded by employees as indi- 
vidual policies become more expensive 
and potentially less available. 

One consideration is whether a plan 
allows a waiver of premium payment* 
by a totally disabled employee, Plans 
with this feature can cost more, 

Oisiblllt^ Insurance 

The cost of disability coverage now pro 
vided on a group basis by some 40 per- 
cent of U.S. firms is likely to rise an 
more suffer the debilitating effects of 
AIDS, tt is very possible that an em- 
ployee in the advanced stages of AIDS 
will be unable to work for periods of 
time. Disability coverage would then 
become an especially important benefit. 

A disability policy thai ptnrmi^ peo- 
ple to return to work or work at home 
periodically without jeopardizing ulti- 
ma le benefits and without requiring re- 
qualification for benefits serves at least 
three objectives. First, it allows the em- 
ployer and employee to continue the 
working arrangement as krntf as is mu- 
tually desirable and feasible. Second, it 
can offer the employee both financial 
protection and to stride of productivity. 
Third, it can reduce disability costs by 
allowing the employee to work when 
able, rather than collect benefits for the 
duration of the illness. B 



of benefits r or does it require requalifi- 
cat*Qo'? Does it include case manage- 
ment for a modified work program? 

Bl Do the insurance plans meet the 
needs of the employees as well as the 
objectives of the company? 

A frequent question is whether an 
employer can discharge or refuse to 
hire someone with AIDS. The answer in 
almost all instances is no. 

Many federal and state courts have 
extended to AIDS sufferers the protec- 
tion of laws for the handicapped. The 
ILS, Supreme Court has not ruled on 
this issue, but all indications are that it 
would agree, 

A handicap can be a reason for dis- 
missal or refusal to hire only if it pre- 
vents the person from doing the job. 
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Be sure you consider all the 
options and avoid potential pit- 
falls when you. build your next 
business facility. VP will send you 
free, this valuable and compre- 
hensive planning guide, "Build- 
ing Concepts ' along with a 
special Planning Worksheet 
To receive yours, just fill out itra 
coupon bel-ow or call roll-free 
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1989 Annual Meeting 

US. Chamber of Comm erce 
April 30-May 2, 1989 



]NJE\^ mshing^on, D.C 

at CHALLENGES 

JNew opportunities 

What to Expect in the 90$ 



Twenty good reasons to attend the 1989 Annual Meeting of the ILS- Chamber of Commerce 



I Action Fonini/Chal I engine l^m^ Fmphnvc 
Benefifcs-Whu Should < all the Time? 

Ulinii l onnn Vl.ill.ip.'HU'ill UpjwujjullO 

Building Nondues Income ( Bui Watching I .SIT J. 

HuMrkv. HrcLkt.iM Aiiktkjs \Wkhuvc in 

IheWH, 

individual Meetings with I S ( liamber suit 

Specialists. 

Action Forum/Chal tanging Issues: I "he Spiral ing 
Costs o f H eallh Cam 

Action Forum/Management Opportunities: 
Becoming a Force in Molding Laws. 

lUping u( \.u tonally Syndicated "Its Your 
Business*: The Debate — Mandated Kniployee 
Benefits," 

First General Session ai Cofistta^BB Hall with 
a Welcome to President Bush anil a Musical 
SaJute from the Marine Band 

Action Fomm/Qiallcnging issues: NX hat ( .Lin 
Business l)o to Protect Our Environment? 



Action toruin MiLrugvmcEii i }pporLuiiiiic* 
linking ^bur Business w ith Uluv.itn i;i 

Tour of Remodeled L1JS. Chamber building 

Federal k m Llm id \a n 1 Fee si 11 mtie Policies 
for the 90s 

Second General Scssu mi: t irowth or Gridlock — 
IK) We Fki .1 Vilioiul I ufniMr uc lure Crisis 

Action lorn ni Management Opportunities. 
Building \ftur Leadership Team. 

Reception at UA Chamber Ile^lqtuurters: Meet 
Chamber leadership. Colleagues and Friends. 

Gala Annual Dinner Dance The Glen Campbell 

Exhibition ofPuhliciUHHis md Programs fur 
Chambers and Associations. 

I toleration Breakfast and Iliip Session witli the 
US. Chamber Oiairman and President, 

Meetings it Ji< hjmlxT.inil UMui.rtMnC i nil.it 

Meetings with lcgisLiti\e, drnvmiiR'ni .uul 
Humul » i onuct> 



ANSWERS TO YOUR gi ESTIONS ABOUT THE 1989 ANNUAL MEETING ARE JUST A PHONE CALL AWAY; 

M«llng Hi-Kj*lr..ilt"ir<. - ' 
llutel ncaervutkim is* kkio 

I \ CHAMBER OF COMMERCE, 1615 H STREI-N \\\ WASHINGTON l>c ZlKXa mii^) -i**n\ 
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FRANCHISING MARKETING 



A Franchise ? Or 
A Dealership ? 



ftp Martha I. Fin my 



You jusi read in the local paper I 
that a franchise trade fair will be | 
in town. You've been LhLnkmg 
ahmii buying your own franchise 
for a long time, and this seems like just 
the incentive ypu need to atari shop- 
ping. 

But when you attend the trade fair, 
you find very few franchise representa- 
tivt> 1?n i'i Mi ■ ( i\ I ! 1 1 ■ in ■ :n v hoi ii i!- ml- 
^.■rlising business opportunities, such 
dealer-ships. 

If you're like inOKt people, you proba- 
bly are confuted about the difference 
between a franchise for a product and a 
dealership for a similar product. Many 
business-opportunity salespeople even 
mix up the terms. 

Dealerships are simpler and cheaper 
to set up. so why would you want a 
r'rm> lnse? Th V Jfljpeinl* un >mlj ami 
your experience. 

Take the cases of James Neve and 
Richard Sou]. Last year each was in the 
market for a small business Neve 
chose a dealership for custom-built 
hearing aids. His enterprise, in Minne- 
inhkiL. XL i r i r i . _ r.-iglu 1 1 1 - ■ 1 1 L L - ulij. 

"This is my new career/ 1 eays Neve, 
who runs the Beltane Hearing Aid* 
Center in Minnetnnka and wears two 
hearing aids himself, "t had been a 
chief financial officer for a large orga- 
nization for 15 years. I decided it was 
time to branch out and do something on 
my own/ 

Boul, an En vestment dealer for 20 
years, and his wife, Cinnie, chose a 
newly franchise^ TVavelhost travel 
agi hey in I K\ \:i- His >hoc -K^ k- 
npL-iL ibis month. 

"Purchasing a franchise wili cut hill 
I I nl of the hard, uphill work of trial 
and error," says Boul. "We can go 
straight into operating a successful 
profitable agency with minimum de- 
lay/ 

These two people, with similar pro- 
fessional backgrounds and with no en- 
trepreneurial experience, carefully 
weighed all the factors— and then went 
in opposite directions. 

Or so it would seem. 

Martha /, Finney i> a Washington.' 
hrtwit /rvr' ^rJfCT writer. Mcy Whftfr- 
mor^ a W&akinffton writer who spe- 
cializes in franchise topics, 
contributed tu thix orfirta 



James ftm^ rigkt, a former JinancHal 
officer far a forgr oraa nidation, tn^fttt 
a ri new career" lust year ivhru hr 

dealership in Minnetmka, Minn. 




On paper, dealerships and franchises 
are quite different but when theory 
enters real- world practice, the lines be- 
tween dealerships and franchises fahir 
substantially. 

The biggest difference between a 
franchise and a dealership Is that fran- 
chises are more heavily regulated by 
the federal and fitate governments, 
says Jeremy Wiesen, an associate pro- 
fessor at the Stern School of Business 
in New York. 

Different states, however, have dif- 
ferent standards, for determining 
whether a business is a franchise and 
should be registered. 

"You may have a dealership, and un- 
der various state laws it may qualify as 
H franchise. Strictly speaking, a fran- 
chise is a much more serious contractu- 
;il rHfLLiunsLip, whilv a dttih-rship is 
less restrictive/' Wiesen says. 

Franchisors, for instance, are re- 
quired by the Federal Trade Commis- 
sion to provide prospective buyers with 
a UisHrisur* iliHiumenL at ih* lirM meet 

LUji ".v-li. i',- ! hi- sjili« --I I fiMlLL-hl: . LR 

discussed. 

A disclosure document is a track re- 



The choice is yours. Here 
are Hps for telling them 
apart and deciding which 
is for you. 



cord of the bus mess. It includes the 
history of the company, any litigation it 
may have been involved in, biographies 
of the founders, required fees and in- 
vestment costs* and what the franchi- 
see can ext>ect for his money, 

Companies celling dealerships are 
not required to register with state gov- 
ernments and do not have to provide 
information on the company's track re- 
cord. 

Therefore^ dealers have fewer legal 
pro Lections than franchisees. 

A business- format franchise — one in 
which the franchisee must follow the 
franchisor's entire business format to 
I he I eUer— generally charges an initial 
franchise fee and levies a royalty on 
gross sales , 

Although distinctions can be made 
only case-by-case t Wiesen says, some 
generalities can be applied in most 
cases: 

■ A franchisee buys the name lmt 
not necessarily the product. For in- 
stance, the franchisee of a hamburger 
stand buys the right to use the logo and 
must make sure the hamburger quality 
conforms to presented standards. But 
the franchisee may not necessarily 
have in buy the hamburger meat from 
the home office, 

• A franchisor makes money by 
charging a royalty on the gross safes of 
the franchisee, and the franchisor also 
charges the franchisee for opening up 
an exclusive territory (the initial fran- 
rhise fee) In return for these fees, the 
franchisor promises to provide support 
services and recruit new franchisees 
into the system to build better name 
recognition, 

• Jn a dealership, the home office 
makes its money by selling the product 
wholesale to the dealer, who then 
marks up the merchandise at his or her 
own discretion. 

• A business-formal franchisor pro- 
vides training, ongoing support, and a 
prescribed management system for a 
start-up operation, Franchisees usually 
must follow the system precisely, in- 
cluding specific prices. 

• At a minimum, u franchisor gives 
franchisees operations manuals, help in 
selecting a site, product and manage- 
ment training, equipment, advertising, 
and ongoing advice. It a I bo has require- 
ments for how the shop looks, what 
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FRANCHISING. MARKETING 



A Franchise? Or A Dealership? 



people wear, and how they treat cus- 
tomers 

• A manufacturer, on the other 
hand, tfupplies its dealers with the prod- 
uct and Ethnical sidvicv but usually 
doesn't gtsi them m^fiii^em-ent assis- 
tance or help with site selection. 

• A franchisee typically represents 
the product or aenrice of only the par- 
ent company and usee its name and 
trademark r while o. dealer can often 
represent products of several manufac- 
turer and opera under any company 
name, 

In 1-sni - 1 1 ■ - 1 - W insert, "If yini'rt' 

oa tab]i shed in business and you 
know the industry < you hecome a 
_ dealer. If you tack experience N you 
tukt 1 u franchise " 

Neve, for ina Lance, decided to buy a 
dealership E>ecause he had substantial 
knowledge of the product (his two hear- 
ing aids are Beltanes), and he helped his 
broLher set up a Beltone dealership in 
Duluth, Minn. 

Although Neve could have bougbl a 
dealership that offered greater man- 
agement independence, he liked the 



support lemees that the company of- 
fered withnut having to pay an onjr/oinft 
fee. 

"We^re the best of all worlds," says 
Anthony Mirabelli, dprecior of market' 
in£ and sales for Beltone Electronics 
Corp. "We provide the dealer wilh an 
agreement thaL allows him to market in 
a specific area free of other Beltone 
competitors. In return, we look for the 
dealer's best efforts and total support 
We work very closely with the dealer to 
mnnitor Ilia performance, and we assist 
him any way we can," 

Beltone's regional managers make 
sure their dealers understand the torn- 
pany's policies and procedures. The 
company :ilso arranges :i (rmrid of inn- 
ing celebration and provides advgrtia- 
big and darect-matl sunoort at no extra 
charge, 

Beltone looks a little like a franchise 
bi other ways, too. Beltone dealers op- 
erate out <if ;l Bfjirnu- esuibliflhnifint 
with a Beltone sign, and they sell noth- 
ing but Beltone products. They also 
must design the shop's interior with 
preapproved colors for the preapproved 
look. 



The only difference between this 
dealership and a franchise is that Bel- 
tone dealers don't pay a franchise fee 
or a royalty. 

Bon] went with a franchise instead of 
a dealership because he wanted to oper- 
ate under a widely recognized trade 
name, tie also felt more confident with 
a federal- and state- regulated business. 
While he was not guaranteed success, 
he feels more reassured that if the 
franchisor does not honor its contract, 
he will have better legal footing than he 
might have had with a dealership. 

"Part of our decision was Travel- 
host's reputation," says Bouh 

"We were particularly impressed 
with Traveihost When you're starting 
off r I feel that it's important to have 
good backing. The fact that everything 
is very precisely planned— down to the 
detail of Urn office— was very irnpres* 
sive.'" 

In today's competitive marketplace, a 
little parent-company support can go a 
Iohjt wax » 
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To Your Health 



Bif Martha I Finney 



TMJ; When Teeth Bite Bach 

You're about to begin nn important pre- 
sentatipn that could mean a hefty per- 
cenliige of next year's revenue. Just as 
you take your place near the flip chart, 
your pesky tooth flares up Again. 

This isn't the mere chilly thrill of i 
pinprick cavity. This is compounded 
punishment for life's little transgres- 
sions— for canceling dental appoint- 
ments, for the times you didn't floss, 
for eating those little chocolates you 
found on hotel pillows As you rtUiid 
before all those people who surely have 
perfect, pain-free teeth, you just know 
that you're in for a root canaL 

Bui your dentist may not find any 
decay, It may be that during the night 
yon have been working out your stress* 
es, and your teeth are finally telling 
you to knock it oil, As you sleep, you 
may be clenching and grinding your 
teeth, putting heavy stress on your 
nerve endings, jaw, and joints. The 
painful result i& called temporomandi- 
bular joint syndrome^ or simply TMJ It 
is an inflammation of the muscles, tis- 
aaes, and nerve endings where the jaw 
is hinged to the skull. In addition to 
severe toothaches, TMJ symptoms 'also 
include a clicking jaw, neck and ear 
aches, tension headaches, even sinus 
prohlems. 

Fdr dpfchhig retailer Jerry Goldberg, 
the pain was so sudden and severe that 
his wife thought he was Buffering a 
stroke. "My pain went into my ears and 
head. It just drove me crasy. 1 * says tht^ 
Jens into wn_ Pa,, owner of Roytogs-Up- 
perckssman [nc, + a clothing store for 
men and buys. 

His dentist referred! him to a root- 
canal specialist, who in turn referred 
him to Neil Gottebrer, a dentist and 
director of the Craniofacial Pain Center 
in Abingtcm, Pa. WLth his fingers, Got- 
tehrer applied pressure on the muscles 
and nerve endings in Goldberg's jaw. 
flat gave Goldberg relief that lasted 

Martha /. Finney w tt Washington- 
tmsnt /i f - ft} nrr writer. 




If g o u r dru tnl X-rays revml n# 
caw ties hut your teeth stilt ache, you 
may ha rf tern po m at ri w dibu ta r jo i n i 
spndrtmitt or TMJ t which can result 
from grinding your teeth, 

several days, long enough for him to 
catch up on his sleep and for Gottehrer 
to build Goldberg a bite plate — an 
acrylic mouthpiece that would inhibit 
his constant clenching of his teeth, 
"Since then I've had no problems at 
all, M he says. iJ l don't have to use my 
bite plate during the day, which [ did 
for the first couple of weeks/ 1 

The American Dental Association 
says about 10 million Americans suffer 
from some form of TMJ. The sy ndrome 
is usually caused by traumas such as 
car accidents, faulty dental work that 
affects the bite, and stress, Gottehrer 
sees. TMJ cases relatively evenly dis- 
tributed among all three causes. 

Big-city generalist dentists tell a dif- 
ferent story; however. ""About 95 per- 
cent of my cases are stress-related, and 
working people with high responsibility 
are common candidates for TMJ treat- 
ment," ssys David Roihkopf, a Wash- 
ington dentist and a former TMJ pa- 
tient himself. "Wo have stress, and 
something mie/ht tip it off. The tempor- 
omandibular joint becomes a target or- 
gun to vent nervous, energy/* 

Because the symptom* usually first 



appear in the teeth, dentists are more 
tikeiy to know about and diagnose TMJ, 
However, since the problem area is 
where the jaw meets the skull, it's an 
orthopedic condition- — the physician's 
jurisdiction. Moreover, if the problem is 
caused by stress, some jraychoflwrapy 
may be called for during treatment. As 
a result of ail the beaJlh-care specialties 
involved, and because the bite platv is 
considered an orthopedic appliance. 
TMJ treatment is usually covered un- 
der medical insurance — u plus for those 
in small businesses that can't afford 
dentat insurance for employees. 

If stress-caused TMJ ii treated early, 
says Rothkopf , it's possible that the pa- 
tient can be treated with relaxing exer- 
cises. More advanced cases require miEd 
tranquilizers IV striru-rs and ■ bib 
plate, which can cost between $4tJO and 
*8O0. Rothkopf afsii udvi^A that TMJ 
has become a fashionable diagnosis 
among; the professions, and that it's 
possible to diagnose TMJ when a root 
canal really is necessary. But, he says, 
when a root canal diagnosis is uncer- 
tain and TMJ is a possibility, it's better 
to try treating for TMJ first 

Gottehrer agrees; "Whatever treat- 
rnr-jii is lhi* lea^t invasive and ofcrs tkti 
greatest amount of relief is the best 
approach, There has been an excessive 
amount of expense and unnecessary 
jurjcery for misdiagnosed patient*-" Ml 
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It's Your Money 



By Paul N. Stnmti* 



A Spouse's lucerne Costs 
As Wall As Pays 

Working couples have become the rule 
rather than the exception. In more than 
half of nil marriages, both husband and 
wife work outside the home. 

With two incomes rather than one t a 
couple might be Libit to alTord better 
housing, fancier cars, luxurious trips, 
greater savings, and financial peace of 
mind. 

But working couples don't keep all 
they make. From their joint incomes, 
they pay Social Security and federal, 
state, and sometimes local income tax- 
es. 

In addition, they may incur expenses 
for child care, transportation, work 
clothing, fast food for the family, 
housekeeping help, and more. 

What's left after taxes and extra ex- 
penses often is much less than you 
might think. 

Those who are married with both 
spouses working as well as those with 
an lit home spouse who is considering 
rejoining the work force, should calcu- 
late precisely what the salary that they 
might cull their "second" income is 
worth after all the taxes and extra ex- 
penses are taken into account, Those 
couples* should ask themselves the fol- 
lowing: 

• flow much spendable income will 
be lost if the apouse bringing in that 
second income becomes unemployed? It 
coilhJ happen Ih.t:in*i.' ihi: S[m;iu»<- is 
fired, quits, retires, leaves to start a 
family or cart" for a family member, 
becomes disabled, takes a sabbatical, or 
must give up a job because the other 
spouse is accepting an out-of-town 
transfer, 

• Is the financial return worth the 
time and effort put into a job? After 
careful analysis, you may find that it is 
smarter to quit your present job and 
return to school for additional training 
that will qualify you for a better posi- 
tion, or even for a new field, Or you 
may decide it makes more sense to go 
to work for yourself. 

Th* expense that hits working cou- 
ples hardest is taxes, despite the recent 
cut in federal tax rates;- Even with tax 
reform, federal taxes take a sizable 
chunk out of that second salary, be- 
cause the Uix law lumps the second sal- 




ary on top of the first. Chances are, 
only the first salary will be taxed at the 
IS and S percent tax rates. Bind then, if 
it is large enough, at the 33 percent 
rate. whiJe the second salary— when 
added to the first—may be taxed entire- 
ly at 33 percent. In such a cane, if that 
second salary amounts to $30,000, the 
Internal Revenue Service will get 
$10,000. 

Next, consider Social Security. In 
1S3S9, employees pay 1. SI percent on the 
fell $48,000 they earn. On that $30,000 
salary, thf triive-ramenl gets $2,253. 

Finally, take out state and local in- 
come taxes. These vary from state to 
state and from city to city. Same areas 
have no local taxes, while others impose 
stiff levies, 

It's not unusual m find state and lo- 
i ul i axes reducing wages by an addi- 
tional 5 percent. In this example, that 
comes to SI ,500, 

So, after taxes, that original $30,000 
sutarv is reduced by 46 percent, to 
*lli,^47. 

That may be further cut by deferred- 
compensation plans, employee retire- 
ment accounts, and required contribu- 
tions to health plans and other 
employee benefits. 

Moreover, although tax reform re- 
duced individual income tax rates, 
many deduction* that were particularly 
helpful to working couples have been 
repealed or curtailed. 

The deduction for two-earner couples 
waft axed H and so was income averag- 
ing. The deduction for Individual Re- 
tirement Accounts is not available to 
many working couples any more be- 



cause of the S50 f 0Q0 income ceiling. 

Other expenses enter into the equa- 
tion, costly items that can mean the 
difference between accepting a job and 
turning it down because it doenn't pay 
enough. 

For example, if you wili have to drive 
to work, you may need a second car. 
Add to the coat of the car iuself the 
coats of gasoline, repairs, and insur- 
ance. You could spend SI ,500 to S5.000 a 
year for transportali o n , 

Then there is work clothing. A new 
job may require a new wardrobe. You 
may spend £800 to $3,000 a year for 
clothing, depending on your tastes and 
line of work. 

Child care can cost $2,000 to $6,600 a 
year* or even more. You might prefer a 
sitter in your home or child care at a 
separate facility. Impending on your in- 
come and child-care expenses, you can 
get a tax credit of up to $720 a year for 
one child, SI, 440 for two or more. 

Long hours at the office usually 
mean more meals eaten in restaurants. 
You probably will spend mon: for dry 
cleaning. You'll pay others to help with 
yard work and housecleauing — at costs 

<lf II 1 1 Li i SKUI H IV 

The re' if more to working than mak- 
ing money. There are intangibles on 
both sides of the equation: pride, per- 
sonal and career development, being 
home for the kids after school having 
time to volunteer at a church or hospi- 
tal. 

But when money ft the crucial factor, 
consider all the coata when deciding 
whether or not one spouse should take 
or keep a job. B 
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Home Is Where 
The Shelter Is 

By Gerald IV. Padwe, CPA. 
You probably are familiar with a Lai 
rute that excludes from income the tax- 
able gain on the salt of a principal my 
donee if the proceeds art: reinvested in 
a new home within two years. 

Since there i* no such thing as a free 
lunch (except one time when you sell a 
house after yuu reach 55, as you'll see 
later m this imrai, you shfuiLcl tux he 
surprised to learn that excluding the 
grab when you sell your house has a 
tradeoff. When you exclude the gain, 
you reduce your new home's tax post — 
the base amount from which you calcu- 
late any gain when you sell that house* 
You defer the gain on this sal*, but you 
add it on to what you must report on 
the sale of your next house. 

Here is how the rule works. Assume 
you bought your first home some years 
ag:o for $75»H0O r and have just sold it for 
SI 30.000— a 855,000 £ain Your new 
home cost $160,000. For tax purposes 
since the new home cost more than the 
sales price of the old, you do nol report 
th* $5o r Q00 of tfain from the sale. How- 
ever, that $Sjs,UO0 reduce* your tax cost 
in the new home from, the $160,000 you 
paid to 3105,000, If you later sell the 
new home, your gain on that sale will 
be based on a tax cost of $105,000, 

After moving up the economic scale 
and reaching retirement, many taxpay- 
ers have gone through several home 
: l I ■ -.- m which [heir ^aina were nol 
taxed. 

Now the arithmetic catches up. The 
UX cost of the last large home is artifi- 
cially very low. The htsme for retire- 
ment years may cost much less than 
the sales proceeds of the prior large 
home, causing :i substantial amount of 
income to be reported in the year the 
large home is sold. Though the* income 
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Just sold your house jbr mom tkaf? 
you paid fhr it? Put the gain bark 
in it) a ruyfher principal rexitlrufr 
u i thin iuv ycu and # o u 7/ 
epentunlltf rzap a toy: break. 

is capital gain fc k is taxed at the rates 
for ordinary income. 

Recognising this problem, our tax 
laws permit a special exclusion from 
income report inK m up to S1Z5.000 from 
the sate of a home far taxpayers age 55 
or older. The exclusion is elective hut 
can he made only once in a taxpayer's 
lifetime. It does not have to be applied 
to the first home sold after 55, but the 
home must have been owned and used 
as a principal residence by Lhe electing 
taxpayer for three of the five year* 
preceding the sale. 

If the home is jointly owned by hus- 
band &nd wife, the exclusion may be 
elected even though only one has 
reached 55. I f the husband has trans- 
ferred title in the home to his wife, say 
for estate-planning purposes, and he 
has reached S& but the home is sold 
before she attains that age, it la not 
possible to exclude Si 25.000 even 
though they file jointly. 

Application of the exclusion pro vi- 
sions can be somewhat more complex 
than this explanation indicates. If prop* 
erly planned, however, it is not a defer- 
ral of income but an outrif ht forgive- 



ness of tax on up In 1 J.'i.uni ' nf fj:ian— u 
free lunch from the IRS. 



IRA Rollover's 
Ironclad Deadline 

This column has commented from 
to time on the extremely stringent rules 
for rolling over a distribution from one 
qualified benefit plan (including an 
to smother. Tlv I m : h.: Rrrvenui- 
Code requires that, such rollovers be 
made within 60 days. Since the 60-day 
period is in the law, the IRS insists it 
must be taken literal Sy. 

But what if a taxpayer acta complete- 
ly in good faith, believe? the rollover lb 
being accomplished in a timely fashion, 
but for reasons outside his control finds 
the 80-day frame has been violated? 

In a private ruling to such ;l taxpay- 
er, the [RS gave its views. A woman 
decided to change the investment vehi- 
cle she was iisin£ for her IRA from one* 
company's mutual fund to another' s, 
She closed her first account and re- 
ceived a check for the full amount of 
her IRA funds on Aug. 14. 

Knowing she had tiO days to roll over 
the distribution, she looked into Lhe in- 
vestment records of other funds. Shu 
settled on one and wrote a check to 
I'jKii ;i jh-w IRA account on Oct 7, 

Because of a bank error (there wan 
rao question iti this ruling that the tax- 
payer was totally without faults, the 
Oct 7 check was not honored by the 
bank. The taxpayer did not discover 
this error until the check was returned 
on Oct 22 for insufficient funds. Actu- 
ally, the funds in her account more than 
covered the amount of the check. She 
immediately wrote a new check and de- 
posited it, and the account was opened. 

Sorry, said the [RS. You had to have 
the fund* deposited hy Oct. 13, GU days 
after the Aug, 14 withdrawal, wti 
failed to do that Granted, you were not 
at fault But the statute says JL G0 days/ 3 
and there are no exceptions for some- 
one else's fault and no provisions to 
waive the time limit. Thus, the original 
IRA distribution funds were taxable. 

If you. like many taxpayers, ever 
take advantage of the annual opportu- 
nity to change your IRA investments, 
remember 1 Fiat the 60-day period for 
making such changes is absolutely in- 
flexible V 
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IRS To Implement 
Backup Withholding 

Bu Paul >V Stras&tte 
Take notice, All of you who pay — as 
well as those of you who revive— divi- 
dends interest, payments for services, 
investment proceeds, and royalties. The 
IRS b ready to implement 20-percent 
backup withholding. 

Those who receive such payments 
must make certain that they furatsh 
their correct tax payer- identification 
numbers (TlNs) every lime payers ask. 
Those making payments must request 
that all payees supply their lax ID num- 
bers, rind the payers must keep those 
TINs on file in case the IRS should ask 
for them, 

Backup withholding" works like this; 
The IRS receives Form income in- 
formation ( dividends, interest, invest- 
ment^ royalties, and independent con- 
tract work) from hankers, investment 
brokers, businesses, and others. The 
agency matches that information with 
the amounts reported by taxpayers on 
their tax returns. 

Taxpayer-identification [lumbers or 
Social Security numbers are used to 
makr ihi* matrhups. When a discrfpan- 
cy is detected between the income re- 
ported on a return hy a taxpayer and 
the amount that a payer has reported 
wii: fiai.i in th'.- lavpayrsr. ihe a^wy 
sends- out a letter suing for an expla- 
nation 

When a taxpayer inadvertently or 
purposely furnishes an incorrect TIN, 
however, tlie IRS cannot match the in- 
come utfamaL the proper return. In that 
case, tht business, bank, mvestmtmt 
broker, or other payer will be instruct- 
ed by the IRS to withhold 20 percent of 
the funds and send the munev to ihe 
IRS. 

Wfth backup withholding in place, 
the IRS is confident lliat: 

• The TIN will be corrected and the 
taxpayer will report the income and 
claim the amount with heir I as a lax pay- 
ment on his return. 

• Or, if the corrections are never 
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i'lfittff rompulera to mafrh up the 
ftxth nnd figure qfdimdends, 
itttrtTxf. and other income reported 
in/ payers and payers alike* the IRS 
rait quickly rletert disr re pnnrin 

made and the income is never mate hod 
to the appropriate taxpayer, the gov- I 
ernment at least will have the taxes to 
cover the income. 

The IRS's computer equipment an<l 
programming then can send correspon- 
dence to payers, cross-check the lax re- 
turns of those who receive such income | 
to make certain it is properly reported, 
and notify those who pay to beffin back- 
up withholding when necessary. 



are paid. In the meantime, av^M the 
penalty for failure to pay, which 
amounts to O.fj percent of the unpaid 
tax for each month it remains unpaid, 
up to 25 percent 

Use IRS Form 1127 p Applieatkio for 
Extension of Time for Payment of Tax. 
Ifs not automatically approved. To the 

''"in ran \ nusl i- alike to show ! i m 

you are unable to borrow to pay your 
taxes, except, perhaps, on terms that 
would cause a severe hardship. 



Minority Shareholders 
Have Rights P Too 

The only thin^ worse than owning only 
"} or 10 percent of a private uorporathia 
is to own 49 percent. 

The majority shareholders can freesse 
you out of the tlecLsion-mnking process. 
But at least you can look at the compa- 
ny's finances. If you own I percent or 
more of the company's stock, contact 
your local IKS office and ask to see the 
corporate return and other lax informa- 
tion. 

Can't Pay Tour Taxes? 
Tell The IRS 

If yon DPI the IRS money but you 
don't have the funds, your situation is 
serin us. but not hopeless. Acknowledge 
the lax debt and the! fact that you will 
have to pay interest on it until the ia>;.-> 



Inherited I Ft As 

Despite congressional restrictions on 
who can make tax-deductible contribu- 
tions to Individual Retirement Ac- 
coiinta, IRAs continue to thrive, mainly 
because accounts established and fund- 
ed prior to recent tax-law change* bave 
not been — and probably will not bt! — 
tapped by their owners prior to retire- 
ment. 

But what happens to an account 
when its owner dies'' 

If the account is inherited by a sur- 
viving spouse, the IRA can be rolled 
over into his or her own IRA, 

For ah others who inherit an 1RA + 
the money must be distributed within 
five years of the date of death. Predict- 
ably, there are exceptions to these 
rules, If the owner was receiving distri- 
butions from the account prior to death, 
the same payment schedule may be 
used by the IRA's beneficiary. Also, if 
the survivor was the designated benefi- 
ciary, the account may be distributed to 
the beneficiary over his or her life vx- 
pectancy. P8 
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Making It 



Owe ample s "ha nds-on " 
enttvpreneu rial success 
and a couple of profitable 
approaches to fashion on 
a grand scale. 



Music To 
Their Ears 



Sometimes, John Leaser's experience 
*u|TErtjta. the way to succeed in busi- 
ness Lh to observe what. . ■ . . rv • irie *lse in 
i fek) as doing, and then da just the 
opposite* 

Take music-box store* "The typical 
thinjr we found/" Ijenser recalls, "im a 
young womirt, working behind a 
counter, wt+aring dmigner jeans and 
reading a |japerbark book, who could 
not have cared leas about what 
going on in ihi j hliire 

"Usually, too/' he continues, "you 
found the prices were muck on the bot- 
tom of the product with a little price 
ITU n —but there alto signs, if it 

ww ft music box or breakable, that 
ftairl, [>o not touch, ask for help " Or, If 
you break it, you buy it h-ople have 
had ihul drummed into their head* 
nine*' they were Mule kid*. . You al- 
most feel guilty when you touch/' 

But not m the San Pranciaeo Huak 
Boat Co/i store*. I,en*er and im wife. 
Man ia founded ihe QpflptfcVj almost tl 
year* ngrj, whm **\» ii*4j 'hi-ir hr*l 
store in PfaMT 5K>< one of the collection* of 
rnuriir ont+nUNl «ho|M on the San Kran 
Cisco waterfmnt They deei 
says, that all th<j*e negative 
would haw no place in their More* "We 
tell our staff, "If nomehndy looks cross- 
eyed at an item, you pick u up, wind it 
up, and hand it to them. Get the product 
into their hands.' " 

It la a simple bun mess pruUmiipht 
sod it works, Leaser say* "Wp just 
MWM to how we saw other people 
running their basenesses m a way we 
thought was eraiy." 

By the Umr thr cnml t hnstnuu 
« hupping season was under way last 
full perreiil of Ihe i-nrupahi * saLe* 
com* in the fourth quarter*, the San 
rVancisco Music Boa Co. had opened TZ 
<lnnw til smw* the rountrv, up fmtn 

15 in life 

K.ich store typically rsrne* NfJO To 
I . im) music hose* and other items <*uch 
earn with musical innards 
more than tripled to two years— 
from SI 1 million in to #3* million m 
lttH*— thanks to the rapid 



John and Mama Lenser. founder* 
qftht natianwidt chain of San 
Fntftrixrtt Ataxic Par afore*, 
demonstrate on* of their Arey 



ma flirting yWrfiW Put the product 
in the customer m f hand* if you want 
to sell it 




that an 111 million infusion of venture 
capital pffTnUted 

It t* an rmprrsilivr ;«Tl..rri;.inCi'. c*' 
pecially since both John [jen*er 44. lh* 1 
company'* president, and Marc is 
Lc riser r 43, executive viee president, 
embarked on their business with some- 
thine le»i than abundant experience in 
retailing He was a criminal pint tre 
planner, she was a teacher in the public 
nchooli of nearby Oakland. After 12 
yearn of marriage and two children, 
they were looking for a business to run 
on the flole They settled on musk box- 
es more or leoa by accident. 

ISer B was being buiH Lh*n. Unser 
recalli. and -+ 1 called over there, just to 
see what they were interested m. 1 got 
thi* lad% on the phone who was i real 



tiger She wanted lo know what kind of 
busing* I had, and I said, 'What are 
yon looking for' She said. That * for 
you to tell me. not for me to tail you/ " 
Lesser had reeenUy been m a store that 
eoU antique music botes and antique 
dock*, "so I just blttrud iyaU 'f "lorka, 
piano* maw bniea/ She sad they 
were baking for somebody to ran a 
mmjobox store." 



Th#- I^enHen put thr mimey ihf-y 
had— tin, W)0— into itockJflfr thai (irwl 
MM >si|uarr foot store Within two 
month* after its f>ctober iWtft opening 
the store was so mecaasfut— h went on 
to *oW r (JOa in saJie* its first year— that 
the U-nsi-rh had !■■> quit chi-ir j^ibi ulid 
become full-time retailers In ISTB. they 
opened their second storr, which was, 
like all of those to come later, in a sub- 
urban t hopping malt 

tn im, the Music Box Co. hejran 
mailinsT a catalog. By beforr tht- 
big push i» open new ■tons, the cata- 
log accounted for close to one-third of 
the company '* *nk» H*^aus* the com- 
pany could count on large sales of the 
ruu^ic \n*\r* nhniftTi in lh** catalog, rt 
couhi order Jsrgf* quantitivH. which 
meant, in turn, that it could design and 
set) * lelusivr items, 
The mrrkftam * raptfl gti*wtli Na* rt#*i 
trouble- free. It took s while, Juhn 

pater prnhkm* Ni#t» $rn+th nil! *1ow 

idawn a HtUe, with only about two docen 
sew stores scheduled to open this yesr 
compared wiih 36 tast y**ar 
Slower growth for a year "will alkiw 
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Music To Th«Sr Ears 



Hector Crtt2+ designer andfwikion 
consultant, omts tuw WaHhinfrt&n- 
tti-ra tailoring shops that tht 
rnpitat's pnfifimt ami sarin! 



a at able* as uwll <w oth&r* who 
yxttit tif sacrifice that creative 
personal touch" 



us Lu bring stunt? pro At in" Lenser 
says. "There cornea & point at which 
you cannot continue to deal with your 
banker* &nd your investors on the 
promise of better things to come, And 
elI though we have never lost money, we 
certainly have compromised our pro fa, 
simply because of the extra overhead it 
takes just to operate the rollout/ 1 

Brining the Kan KrancLsco Music 
Box Co, so far, so fast, hay been hard, 
Lender admits, but rewarding lis well: 
"After two or three years at a particu- 
lar plateau, you begin to say, hey. this 
is just repetitious work. I'm still sweat- 
ing, and maybe things are getting a 
little bigger, but there's not any true 
excitement and challenge. Well, getting 
involved with a venture group is cer- 
tainly a challenge. And as long as 
you're moving fast, you don't think 
about any of the negatives. " 

—Mirhiui Barrirr 




Threading The 
Needle 



While other schoolboy* in his neighbor- 
hood in Argentina 40 years ago were 
playing socivr in die streets, Hector 
Cruz was inside, sewing. At the age of 
9, lie started work as a tailor's appren- 
tice. Today P Cmz is still sewing, but in u 
Very different place, and for profit* 

His affinity for design has?, brought 
him a long way from the back streets of 
Buenoti Aires. Cruz is now a fashion 
consultant, designer, and owner of two 
Washington-area tailoring shops that 
serve many of the - ^pnul - ^wiul :onl 
political notables, such as aides to the 
president. In addition to Hector's Tai- 
loring in Kockville, Md, r Cruz tap a 
shop in the Pentagon complex — a shop 
not open to the public— where his cli- 
ents are Defense Department officiate* 

Cruz creates clothing— from busi- 
ness apparel to evening gowns — for 
men and women who want to look their 
heat. "Washington people are interest- 
ing/' he saya* 'They really don't want 
to sacrifice thai creative personal 
touch." 

In hitt school days, he frequently 
toited as an apprentice until 9 at night 
before beginning his homework. Tlwse 
days, Crux can often be seen in one of 
his shops until 8 p.m. Instead of jug* 
gling work, algebra problems, and 
sports, as in his school days, Cruz now 
must balance the needs of family, 
friend*, and 2,500 regular customers. 



When Crux moved from Argentina to 
Washington in 1970 P he had problems 
with the language and with others' kick 
of appreciation for hk craft. Argentin- 
ians traditionally have valued stylish, 
high-quality clothing, Crux says, but in 
the thruwaway society of the ILS., peo- 
ple sometimes forget the importance of 
investing in quality garments, "My 
styles don't always mesh with fickle 
tastes," Crua saya. "But in the last 20 
years. U.S. fashion has changed like 50 
yeans." 

WIuIk- I'm* worked at Sam's Tailor- 
ing and later at Lord & Taylor weird of 
his skills spread. After saving money 
and gathering a following of clients, 
Cruz bought Sam s Tailoring and 
opened it as Hectors Tailoring in 1974, 
He opened the Pentagon store 10 years 
later and will open a third store thia 
spring, in a suburban shopping area. 

Cruz and hiis staff of 12— he added 
four during the busy inaugural season 
this year — serve more than 1,500 cus* 
turners each month, and he tries to give 
all of them an equal amount of atten- 
tion. "ThtF is a dying art/" he says, 
'Tailors have forgotten that the cus- 
tomer is doing you a favor. It is an 
honor to work with my clients, so 1 
treat them the way they should be 
treated/* 

Cruz attributes his stores' popularity 
to his willingness to take the time to 
satisfy his customer*. In return, Crua's 
customers are happy to pay $600 to 
S1 pfiOO for a suit depending on I he type 
erf fa h ric used. Customers can c boost 1 
from among more than ti.UOO fabric* 
.L' (l r|n H'.| IV. mi i pl.uvh .1.- iJist.int as Km 



gland. Prance, Italy, and Switzerland. 

Because Cruz offers a custom-made 
perfect tit along with his exclusive de- 
sign, "at least 40 hours are needed to 
make a complete suit," he informs his 
customers. From the initial order to the 
final fitting— which i.s sometimes the 
third or fourth— the entire process 
takes about a month, 

"Every look is not for every person/ 1 
he emphasises. "I design most of the 
garments 1 make and Jit them to each 
individual client 1 rarely use a pat- 
tern. 1 p 

You say you have m time to come 
into one of his shops? Cruz will come to 
you-— office Or home, tape measure and 
fabric samples in hand. 14 J want to moke 
i lungs fi=. iMSi n.s possible for my cus- 
tomer," he explains. 

Despite a growing demand for his 
services, Crux has no plane to enlarge 
his business. He has as much work as 
he can handle. Besides, he says. "I 
don' i want to be just for everybody. I 
would never mass-produce. That's what 
makes me different. 1 take the time to 
km>w exactly what the people want 
I've earned client respect and confi- 
dence. They trust what I say and keep 
coming back." 

Although owning and managing a 
small business means that "you have to 
do a lot of things for yourself — from 
wirjiliiw- hi memos- :hv n-wEird Un- 
building a name for yourself is worth 
I everything, " he says. His advice to oth- 
er small -business owners? "Relax, be 
pmud nf yourself. Everything els* will 
come." 

—Alison A, Kum-kt- 
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Trudy Dwj /w Suflii'a n jc ? 
storm, mainly in ajfiumt 
tJie A'fijft ComK special 'iff tn efothing 



tireaB along 



for mmvn who wear m-tf j f A rough 
2& — "a iviry under- recognized 
market" 



Woman With 
A Large Idea 



For a half dozen years, Trudy Define 
Fulhnm Sullivan was a buyer for Lhe 
Jordan Marsh department-store chain 
in Boston. "T knew I had to dre&y well/" 
she says, 'but to try to find something 
that could accommodate rny siif.e was 
tavcreafliti^ly frustrating^ There was a 
huge gap between what 1 could buy for 
my customers find what I could get for 
myself ." 

Sullivan, 39, is a size 14. J Tve been 
thta ais&e for my entire adult life. 4 ' she 
says, "despite repeated dieting/' Many 
women her siae T she says< "do unbeliev- 
able tilings to try not to fall into this 
size category. But they da And it's not 
just weight, it's how you're builL There 
are a lot of physically fit women — who 
aren't overweight— who are just large. 

"It's a very under*recognized mar- 
ket. The whole garment industry la 
geared to women who are size 8." 

Unlike most women suffering the 
same frustration, Sullivan could — and 
did — do something about it. In October 
I9S6, in Wellesley, Mass,, she opened 
the first T Deane store, specializing in 
clothing for women who wear sizes U 
through 26. Now the company, based in 
Canton, Mass., owns 21 T, Deane 
stores, and Sullivan is chairman and 
chief executive officer. Most of the 
b lures are in affluent areas on the East 
Coast, butT. Deane has outpost* as far 
west as Chicago and Dallas. Sale* last 
year topped $15 million. 

Stores specializing in such large sties 
are hardly new, but as T. Deane 1 * mete- 
one rise attest*, Sullivan's merchandis- 
ing instincts and timing appear to have 
been especially good. 

T [iranc stores, and the clothing In 
them, look classy and understated. 
They speak of fashion first and size 
second- Sullivan deliberately chose a 
name that says nothing about size: "I 
wouldn't feel comfortable walking 
around with a bag that said Fat Fash- 
ions.' " 

As for her timing, she got in the busi- 
ness when the fashion industry was 
starting to change its mind about the 
large-Nine market; Liz Claiborne, for ex- 
ample, will add a large-size line next 
fall. As America grows older, it grows 
larger. Sullivan, citing figures derived 
from the I960 census, says one- third of 
American women now wear large sizes. 

Kv<-t, mi*, » hough tilling T Uearw 




stores with the right kind of upscale 
merchandise is not always easy, and 
Sullivan must rely more than she likes 
on private-label clothing; it makes up 
close to half of what she sells. "We're 
not trying to be designers," she says. If 
9 he could buy from the market, she 
explains, and could get "100 percent of 
our needs, we would probably do that, 
because our customers really like 
brands. But it. doesn't work that way." 

Whatever the difficulties in stocking 
t T. Deane store, the stores themselves 
betray little of that strain. "The timt* 
I'm most happy with what we're do- 
, ing,' 4 Sullivan says, "is when ... a wom- 
an comes in who isn't our size, hut who 
is attracted by what she saw in the 
window of the store. That means we 
look like a fash un store. " 

Sullivan first thought of opening a 
store of her own in 1979, and she 
sought financing from her father, Ge- 
rard A. Fulhuni r then Lhe chairman and 
CEO of Pneumo Corp. in Boston. 
Though she had experience as a buyer 
at Jordan Marsh, her father told her: 
"You don't know anything about 
stores. I can't back you until you know 
something about stnres. ,T 

Sullivan responded by taking a job 
with the Filene's department-store 
chain. "I stayed there seven years and 
ran large mall stores, 110.000 to 140.000 
square feet," she says, "1 was general 
manager, so it was like my own busi- 
ness." 

With that experience behind her, Sul- 
livan's father lent her the money to 
open her first store. When that store 
I turned out to be a roaring success, with 



first-year sjiles of almost $1 million, 
Fulham joined in 1987 with several ven- 
i u n -capital firms to finance T. Deanc's 
expansion. 

'There are a tremendous number of 
components to opening a business/ 1 
Sullivan says, '"and I think as much as 
you read about it or study about it or 
listen to other people's experiences, un- 
less you go through it, it's hard to de- 
scribe/' 

Someone might speak in similar 
terms if they were describing having a 
child, and for Sullivan that analogy is 
especially appropriate: Both of her chil- 
dren were born after she started T. 
Deane. "The business was planned, " 
she says. "The kids weren't/' She 
learned she was pregnant with her first 
child six weeks after she resigned from 
Filene's. (Her husband* Michael, is a 
former Wang Laboratories executive 
who is now T. Deane 4 * executive vice 
president) 

"With both children/' she says. "I 
took 12 days olf. You have a tremen- 
dous motivation when it's your own 
business; it's like a child itself/ 1 But, 
she adds 1 sometimes she thinks her 
pregnancies were "part of a grand de- 
sign h to keep me from being a worka- 
holic. The easiest thing in the world 
would be to be here from 7 in the morn- 
ing to I CI at night, but I can't do that I 
work a lot of hours, but 1 also spend 
time with my kids. It made me keep my 
life a bit in balance. I hope it will make 
me a much more sensitive executive to 
other women who are in the name posi- 
tion." 

—Mirhnet Hurrirr 
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Tax Capital Gains 
At Lower Rata? 



Capital &&hw are taxed currently at the 
same rates as wages and other income. 
President Bush and some members nf 
Congress favor taxing long-term gains 
at a lower rale. This would entourage 
pnt.T* i 5irL a ueiirship ami investment, they 
Ra)\ thereby helping the economy con- 



tinue to j^row. The differential would 
not increase the deficit, they explain, 
because it would stimulate many more 
taxable asset purchases and sales. Op- 
ponents of a capital-gains tax reduction 
contend it would increase the deficit 
And even if it ilid not have thte effect, 
they argue, it would provide another 
tax' loophole for the rich. Should Con- 
izn-^ lower the capital ^ms u>. r-^w'' 



Make Tutttan-Um 
Interest Deductible? 



education- loan interest fully deductible. 
Pursuit of education, they believe, 
should be encouraged more than ai'qui- 
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Where I Stand 



Results of this monthly poll are forwarded 
to top government officials in the 
Wh ite House and Congress. 
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Tax Capital Gains 
At Lower Rate? 



Capital gains are taxed currently at the 
same rates as wages and other income. 
President Bush and some members of 
Congress favor taxing long-term gains 
at a lower race, This would encourage 
entrcpreneurship and investment, they 
say, thereby helping the economy con- 



tinue to grow. The differentia] would 
not increase the deficit, they explain, 
because it would stimulate many more 
liable asset purr hasps and sales.. Op- 
ponents of a capital-gains tax reduction 
contend it would increase the deficit. 
And even if it did not have this effect, 
they argue, it would provide another 
tax loophole for the rich- Should (>on- 
Kress lower the capital-gains tux rate? 



2 Make Tuition-Loan 
• Interest Deductible? 

Only a fraction of interest paid on unse- 
cured loans for education-related ex- 
penses is tax-deductible, and none of 
this interest will be deductible after 
1991- Credit-card and other unsecured 
consumer- loan interest is treated stmi- 
lady. Some in Congress want to make 



education-loan interest fully dediKtihle. 
Pursuit of education, they believe, 
should be encouraged more than acqui- 
sition of consumer goods. Opponents 
focus mainly on the revenue joss that 
would result from full deductibility. 
Should Congress make education-relat- 
ed ban interest fully tax deductible? 



a Make R&D Tax 
«!■ Credit Permanent :? 

The tax credit for research and develop- 
ment, fur&t enacted in 1081 at a rate of 
25 percent, has been extendi and ad- 
justed periodically. The current 550 per- 
cent credit expires Dee, 31. Some in 
Congreaa want to make this credit per- 
manent at 215 percent This, they say; 



would provide firms with the Incentive 
and security essential to km^- range 
planning. Most opponents argue 
against the use of tax credits to pro- 
mote one economic activity over others. 
They aiso point out that credits in- 
crease the deficit. Should Congress 
make permanent the research-and-dc- 
velopment tax credit? 





Verdicts On January Poll 


Nereisk&w readers responded to 
tkv questions hi the January issue. 




Yes 


No 


Undecided 


Will new federal budget policies 
fosier continued economic expansion? 




ft* 


test 


Will customers curtail 
1389 spending significantly? 




r.I,- 




Will the new Q^ngress endorse 
organised labor's agenda? 


ltt < 




uj ■ 



□ 



S*-'fi d i n your v&tc on the i nacrted t pa u ( c r; * ■(/. \ .v i /■ ■ • a n a tijf of 
these questions are also ire/forwr as tetters to the Editor, Nation's 
Butitww, iei5H Street, N. W' . IVwhingtan, D C 



Advertiser 
Information 



7b respo nd to Where I Stand 
or to retgivt* Advertiser 
tnf&rm€Lti&ft* please call 
l*8Wh443*59mor complete 
(he necessary inforinatiott 
oti the attached card and 
drop it in the mail. 



Academic Guidance Services 9 
Accident Fund of Michigan &6 
Beat Western International 4 
Chevrolet 34 

Dak* Carnegie & Associates 1 

Eagle's Nest Homes TA 

Executive Seminars In Sound 75 

FVdera.1 Express W 

Franchising Video 108 

GMC-Truck Coach Division 81 

Hardisty Co 71 

Hiph Country Fashions M 

Howard Soft 76 

ITEM A 13 

IVECQ-Tnicks Ifl 

Jani-King International 14 

Management Recruiters 59 

Minolta B.E D, 89 

Swintec Corp. 51 

Taipei World Trade Center 72 

TRC-Temporary Serv ices 36 

U S PS. 37 

Van Dyne-Grotty, Inc. 38 
VaroO'Pruden Building? 7 
Volvo GM Heavy Truck &>rp. OS 



74 



AUTHORS WANTED BY 
NEW YORK PUBLISHER 

I ynilir.tf •nWJf twik t^'iMkhbcr *wk? nrnimMTifit* 
nf all fiction. nntv.ftrMo4K (wlrr, wtifl-Jirljr 

^ ri >l jis*i iiik wvrki, rtc. Nvw JiMh.ir* wrkiHiioil 
SfTkH T^r !>«-, l]lij«1mff<i] ifl-^n^T- |ip<r>i'liuni ^'>i | 
Vimtw From, 51 4 W USl., Nrw T«rt. W. 14HHI 



COMING IN MAY. . , 



''Economic 
Development" 

A Nation's Business 
Industry Edition Report 



Advertisers; Reach Industry 
decision makers in StC Of 
through 5 f Piace your area 
tfevgfopment ad tn our May report 
on economic development. 
Ad dosing is March 20. For more 
information, calf Bob Gotsftall 
Nation's Business U.S. Marketing 
Director, at {313} 354-1 130. 



Nation'sBusiness 

Nation s Business tnncters and cases 
koop you m loucn w'dh the articles 
and advice you oeed to boifd your 
business 5VCCS&5- 

Order no* and organize your Nation's 
BifSi nes5 CQtlediQn to usq 





QUANTITY 


BINDERS 


. w 


One 

Three 

Stf 


S 9 95 
£52 95 


£ 7.95 
5£1 95 
S39 95 



NMicr, s Buiinaas 
Jera J&ftM Industrial D*rpi NA 6 
*99 Easl En* Aw . Philadelpn a pa 19134 



. far 



Cftfftfl Eiders 

Add 1 1 pruMfendi kr pwaqc- 1 hwuMvg Quiwitp u 
Add H » pn hnfcr «Qr £d*!ap? 4 H|*drtf 



^No RO Bcj NumEv* PtautF 



Cn r £u» Bp 

DC «c«p | « J - c&rd rt*m* * E.if LMr-u 

CALL TOLL FREE 7 fry! 24 JHiiTl I -ffl»-ff?2-3«W 
SJJISF^CTIQ* GUARANTEED 



EMTREPfllENEimiAL FRANCHISE fJPPOBTUKiTIES 



Earn The Living Wve 
Dreamed Of... 
Right /« to Own 
Dream House! 

Live in a stunning Eagle s Nest home 
with design features not found 
elsewhere at twice the price 

Model* a* low as 11 7 per sq T|. 

■ Interior J-fld^x^noif deSfgri flpjcibility 

• f'nmar^ti'Y en&rgy-fitlicieri 

• Calnedrat cei lings and exienc* clacks 

• EkjiH-pn. eipamdabie Home Compytef Cefiter 
» FHA ano VA accepted 

Unlimited Income Polifillil 

As an Eaglet Nes? Homes reptesenialive, 
ypu have mhnvt&i income potent^ m a 
Oei ined t&r ntory And 1tie pnf} nu^M .cation you 
need is the ab% io purchase or mortgage a 
125,000 model which may bfl finished as a 
home io live in. or sell or competed as 
an otlice, coroio, tiuptex., or Diner 
comrriefciai enierpc ise 



Can Mt. rt**"* 






OWN YOUR OWN 
RETAIL APPAREL 
or SHOE STORE 

WE OFFER 
YOU 



Your L-huice of wore «h* and nwchwxiLw 
ladies mens ur mens b»|j and mil «hop r in- 
lm il/prtrleefi. ki^c *izc* ptlilr, Jcam'spQrTi- 
wesr d*rM:o^^r j'iaehjb^\ britUt &Yvup m oletcv 
sorkiof lingerie sLurriind csoJcff truiJyst^ Wc 
aba uffcf a onc-prkr Iprllcft, mens 

anil t liiliti l'ptt npparrl -kin rev Wilh flf^t 
quality. JWMW bftUiiUK>piiTcL ttrdtmrnf; Irfhrtt 
up Io for |]4 99 or tan, Abo SI3.9& 
rme-prkr dCKigm:r ur mulli-Tkt prkinf 
ili scoimt or family s\uk ^torci. With firm 
quality, rmmc brunuJ iliwv Itrulunng vaIul-s 
frnm S!9 hJ fw 153.99 Of less^ 
Your investment ran^ frum 115.900 to 
i 28, 9(10 sjvJ include* bc^trinuiff uivmLury 
from over 21 W ftret qualily nauorifll rmEiit 
brandi, fuclurn (Radwctaf. fonuowL Brass or 
Oirvirrir. 1 1 ram i ni;. j;ran<i opening and nir>rc 
,\ | 'i • 1 1 v.,,-, ; -..i*. .. i iiiiJ Lridcprjtdrncc 
in Ihr Mm- in Uuki Over 30LH) slora .vitd 
nationwide Hie Hr*l ^Icp i<i up Io yuu! 



ii 



STEPHEN C. LOITpMI IN 



Qrcie Mo 33 on flwter Service Cird 



; I. :, tm, : , ■ .i r L- -1 -j*- "Sflr^H:© Card 




"I netted $60,000 in less 

than 90 days morning each week 

, , , and then f bousht the company 1 I'm Nancy 
Freeman, President of r'ropcrty Valuation Consul- 
tants, Inc., based in Joliet, 1IL We hrip owners of com- 
mercial, industrial and select reside nlidJ real estate 
lower their property taxe&. We ir> il for a pert* ntage- 
of the savings and have an incredible $11% success 
rate.'" 

Research shows tnat over CW of ail real estate is assessed at too high a 
value, bui less than i% of assessments are ever chailertgeri, However, 4 qui of 
5 dJ those thai anr appealed result in hefty tax reductions 

fVC has an ll-jear (rack record and a prown, copyrighted sptetn. Each 
case can net $2,500 or much more, and the services of an appraiser or at- 
torney are usually not necessary. A six figure income is easily within reach, 
and with a 55% renewal rate the residual mtome can he substantial. 

With PVCs training and guidance, can provide this much sought after 
service in your own area. An investment trf $10,00(1 or so Is retired, and a 
bflnk^ourid in real estate \& not riKessary- For d full calor piick^l of lilt r. : i 
lure, contact: 

Rtck Seiswonger, Exec. V. P, 
PVC MArketing Syntenia 

Depl ME 

12033 Gailcresl. St Louis, MO 63131 
314/9975500 

6 IBM PVC Hir^nrnff -H^i"« 




Notion* BusinGa* Miirvh lUK'J 



7fi 



Classified Ads 



Classified Rates 

And Information 

to piic* ■ diiHU mi CALL toil f TTEE. •€■> 
114474* WMhinfllfjn, DC Cifl 4H-5**0] Of 
wm» Mctan'i 8utiAM« | ."i»Bwh#d, PO Bop 1200 
WaiJ^ngtofv PC 20013 CIm-to Mra <o< Kftwltimg 
it rWr Mfiti puwdwg out* cii" Ralet v* 
baud on trwouincy tl » par im* pot nton coot ■■ 



U 3x 6* !2n — Ifoquency 
545 WO S35 S25 —line rale 

Ad fHWWifl toM B*L 3 ltrt*t, dlfpUy. 1 ML 

Haw To H*ply 
To Box Numbers 

PO Bo* i£W Wafchir^oAon, DC M0t3 



ADVERTISING SPECIFIES 

MAKE AN IMPRESSION 1 Pkfuom ^wr e&mp*fn' ram*, ta »r 
ingriM*4 on gonun* #wd pen*, FOiawogC, ta*K A oik 
Gaidar- 1 A. PO Bflx 254B5. LA. CA 9Ofl2S-0fliS£ 1-400-511 



ANTIQUES INVESTING 



orggy aiTlKjueH A LhiJ Ihpfl o* Dalhrcting, >ou wi< wml Id 
BiaWDntwta ANTIQUES 4> COLLECTING HOBBIES, " Suite 
Mi. 100ft 5. Mtdaga/i, H M«03 Gmd tloXW fW 

'2 occibng rfiorttN* iaaue-1 

AUfOUVTlTl 



Cadi ham MHti Parfecfw, 
SGiiSd 41 dlvg r&idh AvwJaote 
2,1*^143-3000, Ear U^S 



BUSINESS DPP0BTUWITHS 



ComnjcH* typo thiBirww Nnw serves rwiuxtiy R«qufii 
Jll *0CCtO QuCk ta\iMf\ an iiriUi&nefil uttLLiud ay rtvat 
by. HigA pioft wfna ! «0OZIMfl6A. 

HOME IMPORT MAIL ORDER BUSINESS. Slnri 

mttwtri capftarf. FFSEE REPORT u&flmpir, 
L'api Ci^tX WboMland MHi CaWcrrm B1S4J 



FfltE HEFOAT Elm L* 10 U.00Q ngntWy *• Loan 3rr*i.ir 
wftaul e.jMUMirc* « irwHlmflnl Start part i™ Fmaroifll 
1570-HN, AftilW. CA MB£X1 



PO^fl EARNINGS' (400 iMjV (xjwt^ 4 sailing mlanKJ 

inrtru^^B J"af rrwrjtrtar»*r!n JF Smlfi, flqfc Trim 
villa. FL 12741 



photo business cards for w rc* per i \xc 

Qim dmrtadofi m*fc* h much u Ji.QOQ a wnt A itwh* 
bocftuM hh'mv Mm* « pool prodvd A mid* 4 itfcrdflWg 
irwHlrnanl fir** Fain 1flO0.«9.BERK i|J4 hi*] 

MAILORDER QWORtUNlTTi SlaTl praMaM hsnw 6uu- 
mf* in Anwnca'3 laaleit grownq indualry Niabqnplly knowr 
iulhCNltv will 1*Kh V*J Wf4* bar lr« book. Uflipi* caral&a 
pWt dflWlB. Nd oOfaf jiUwi Muf Mtr AfiWCilbM. Dtp* 57. 

m.. . NJ 076^5 

INCREASE VDUR INCOME* 
Atttng* hunt, mm otfw nntrrciil hpuoi ffrrougfi n» 
lorwwl* wvMt fladvptt PrailiQifBJi mpnav t^iaBnama, lufti' 
pivl linTp Top COfWHHMlHi. LflHipitijM hWkWTiQL. OD^IHi'X'M^ 
fcjpport FREE dctiilK by atbctrofw: maJ* PFA. Ban fA*7 
Qtni Parri, CA BSfUB 17MJ WOAOfi. X1QfrQ£ 

WCREABC SALES . USE A* Mo U N E < 
AND OUR CREDTT CARD PROCESSING 

(M.00 par rrttrttW h'» feu* Phil mucfi, rnuttl ifnn W* c-in 
d^AifjM A piac* |«ur aihwbwoa Aramt your mpofH*. pn> 
vQ4i ihrfi cirri ulr>i nlara A ilvp roui prpducl £ ijivu 

v -i, WA~ 5 Khifs -| > a f Ait rnrrnbon Fw usur own taitar 
riud. JSch CPU, lha- *nrvK.£. naafl ClA Duiny Wcjir Wofc 
Airport, Eksarftbunj. MTJ 21 744 ai 400-606 2000 or BOO-RH 1 
4X10 fl MD 1 nwatap QOO «n ^Mliti IBM bfrw , IF? *flV 



NATION'S BUSINESS CLASSIFIED 



BUSINESS OPPORTUNITIES 



TRAVEL hbw To Bfart A nparalB roui awn Irnvnl 
GFTTIr*a START E0" iizw LisHway httntom. «t 
*3. Flo, fri SfucilBbaro VT ' 

ESTAflLJSHEO WHDL£9AL£ BUSINESS wllh Qpfl A rtcrfrt 
cmlOPiiy bnaa Hsaklny now A «nncvaliva itmrm. La rJlJiitHllN 
S*nrt p*odud l«#o ii> PO Bira 555. Gilt^ri A" hS.h.l 



wlue amy gusintss 

F-*part rnwaiB n-l^y method Ftt* NTfi^fflttbaft Ran 



SAari a SLfPF.fi PftOr-l^QiC BUSI*I€BS iiOm icralcti 
FREE 5ubatn|i*jn ig Ctiporiunrly taiQH |r * IbUb how Wlite 
OppOftunrt^. Dopl P-4R. 4 N Micrv^An, Chcagij, PL 60OO2 

BE. A BUErNEBS BfiOKER. s7a,0» montniy pwljM eT 
pari ravMi* ^ Ftn wternialion 312^-BDa V.nng 
wood, FlaHda 

LEASE/LOAN BTBtlER, UnMffNUd aaxn^~FJ or p*n- 
BfTM. Training UfOvk)«d 53,000 nM*aLr?t*rfl cdvwi ill Poa 
plHLouing Hin-a37-B*M. 

EXTRA HOatJE] RlfMrf Ihowt pSJ "How To Mthn Bq PrCrl 
i4 ki R«i EitHtv" $m A prowen San; 53 00 MP Cftih 
Camw. Dopi.NBl, ?3? Vrtnmnr. MbaHsrvita, Ctl 43Ml 

PLUWBINS CONTRACTOR COMPANY FOR SALE 
12,000.000 [fan uiex per !SS iWfitrifl. NOrtt»)<i V*?ru 



EAr%t| QUICK CASH Bl* Sell Qoywnnn-'i' h^D r^jni^ 
■ulofl. rampulank botfct, fum*** planaav ft?. EwaryttTirig prt 
ChMf) r, hh DMaLli Smiunns Boa 43G9-BN. WBat CCwnn. CA 



■"ARAB BUSINESSMEN" ■ 
HAVE M0^E> TO BUV A INVF5T 
Top linden Ine pairj Dtn r . JD-flND ' 

Box 1 00. NKtJon'ft By&nesa 

BEST KEPT SECRET Earn proM* S50.000 10 H 50,000 
wilh avftf Imart u kwH 550.000 owning a CHE/CK CASH- 
ING SERVICE FiclriaTHly AquirJ in^B"LofV " HMC Coiiaun 
ing. 707 5E 132nd Aw. P&nllrxJ.OR (503>355-H27 

BIG rtfCOME AS A PEF 
How tr, pet flrjrlod L^lOl QfWlfi Grw PK'Qgrimt L>mrflrJ 
Aisn Uanu'nrluBra Rapi. Boa 6366-N ^nnsai Dr* KS 
04104 lH13)35fl-!H6ft 



25,000 BUSINESSES 
FOR S^Lfc Bt C^vnER 
BuDinaia Owrani ML5 

SALES MANAGERS- CA&l M ON EXF*LODPPfG HOME WA- 
TER filter industry world's largest manufac- 
turer SOLID carbon block systems, highest 

COMMI9S*ON5 MlD YttO CLOSES 40^- 1-B00-P4fl 

4Hjfl. 

TAKE CATALOG ORPER&. 0W#ag iJHi bwt HlUna 
t*wci»Jt¥ oraObda LOwtrW betaw whfltaUhl- phUi bTVrnfrfl- 
Mfc Jefrvwy S p wl K of r noma birittma oopvturwiy. FREE 
BOOK. SMC, 3401 L> Bala Avsnuo. Daiit 444-03, Ctmla- 



"I Took in $126,649 

III ft Months as a 

BUSINESS BROKER" 

\}t.",\ -.-M ini/ Iiil'. mers-.e-ti thai *n: nfToxd ilk 
aMik'l *l¥1Ii tic an i Optkl. 7|H h whjr llicy'w iqi 
far ufe in eIh fmi jrtaL-c 

Buy emi wild! to purchase 'highly pfaflkttott" 
bimnetst*. Ri|hl. And Ihcy «nap Lhcni up Itkc 

hiHHji.fr* i. mi » uan. jjt f^Jl ^ii Ihrc market 

T ir iirnhlL-m ■ . iIk-v hu^ewe*; kz uwjeb in Iockc. 

So whil T dk* it liiaflc I find hijzhft ^jm/i^nWr 
husijir^w*. f.Mlcr <hcrn F« *ilc. Amt wrtaw? - I moke- 
u ivndk of rnonc% m h huiTV 

Hit imjKiFtaffl ptiltll l» ihiu YMI can iif> llw enacl 
came ihinic Tnu (Mi b k i riN>- when ym know how. 

Fat a FREE brcuhuiz wnie, Buninm Grolurajp 
ComuhBllM. Dctri. EtFNB 2«Ki Luke Lut ini Dk.^ullc 
.-in M.i.-'-Mi.|. I E 



BECOME KAPPfLY INVCVLED 
nkl l&artor * |rw rnnWI* prywar uif>lr;e irt*iRlr> r* 
Mckir^ a candd&lD la duwatog a MASTER FRANCklSE in 
t&J* 4ifl^ Ciir«n opvatws. &apn ',khj hKMponl fa oereV 



PELHAi* MANgFACTUREO TFXTUE5 
CLOTH WIPING RAGS 
H«g|-. Owajkty, Adsortjarri mpm Mfld» 1fW HP I^hi Te.hlws 
trrjfrt AtWltart Milti Packed in 5, 1P, 24 and 5,1 pound 
1»ji»b Allfypefi t J nced Rlghtr 

DSTRIBLiTCiRS WELCOME 
CALL COLLECT, t .B0a.2S7-4OO2 



BUSINESS SERVICES 

TRADEMARK SEARCHES 5 APPLICATW5. Cipodilod 
rogi&lraliafia madtt A lft*t* A^davHs. tiB*W*4t* Ai- 

hiQn ma nta. Cooynontm Traovnarkn. Ltd ; 30(-£2VH?7. 



CON5ULTAM1 ft, m your taa r*s\W MMquiTlP? Fmd pul in a 
Mu5T-r«ad book. FREE inP«rnalio" Sand S A S LE to 
NOP, 1 41 7? Bowafl Bt , D*pl. B 1 , GBrfJfln G-Ov*. CA 92tM J 

business ^luations 

Ftoti 51,000 
Call For Evochuro. 1 2I2-772-003B 



BUSINESS VISA CARD lilUOd rh yOur c-impflnv'i nin* 
IRS POCOPrJ Happing t^Os BOBJ? Muumum {teposfl naraj. 
Trnval acodonL maunrat. Gat rami now 1 1 -3 1 3- 933 4473. 



TURN APOUNDS WORKOUTS 
COMMERCIAL OR AGRICULTURAL NAllDNWDElir 
SPECIAL QUARaNTFJED RESULTS PROGRAM 

ALL INQUIRIES STRJCTLV CONFIDENTIAL 
FRIED H WjAOSVVOH fM, C£G I -TIS-^Z-SOOO 

CAPITAL AVAILABLE 



HI SINKSN O \\ \ KKNi M 

GET JOkJ 



OVERNIGHT. 



hu> ynur INVfHChS uhen uhj Kil l . 



No Minimum 



■ 0 Cash in u Flash 



MWD-42I-0(t34 t2L2)68W»S*KHNYf 



Access OipimlJnc— : 




Mq Mil COTTON 



But 72 Caps or f t Jukeh 
Rtt*h$ Either 
12 Caps *t 

FREJE^i IT 

March J thru April 30, f ofla 

Can pmrarj i all Brntft 
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NATION'S BUSINESS CLASSIFIED 



CAREER OPPORTUNITIES 



PHYSICIAN PLACEMENT 

NATIONAL MEDiCAL GROUP Wrjrt trtmmnMrtWf Cornpra 
hijr.vvp T'iHi|i?j|-p(](tflto| Ealtin$*^5O,0DO.ita0 I D00 Com 



QuMZfh year ni DISCOUNTS 

COMPUTERS FAX CELLULAR PHONES 
I ^ F fl T - Prepaid Save Tax 
Toll Fne -3680 

ciS 1 22511 F *f • IHOwttnJ T* 77450 



Dl HECTORI E 5 G U IDES PUBL (CAT 1 0 NS 

SimXlTSt TURNAH&WiOSa WORKOUTS 
Frwj thorn in the BiJWna** &l!/iknjp#Gy ftrjprjrl 
^^^^^^^^^^^^^^^^^^^^^^ 

FEHJGATMN 'TRAINING PROGRAMS 




WE OF-FER 

TOP DISCOUNTS 0? 
SHARP - MUHATA * CANOf 

« BEST PRICES IN THE COUNTRV 
' FULL 5-EPWICE AND TRAINING 
- NO SALES TAX 

^ FAX OF AMERICA 

1-8O0-S42-FAXK 

in IndJarta tdll 1-21M56-7<MS 



EKEL'U TlVt GLMS 



"TREMENDOUS SAVING :i CAt M aJC-P 5r^ ' . D L Of A^pr ■ 
From Bra C*p*l CipiM of 1*1* World 
FEATURING CAflPETS OF ANSQ ¥ WORRY FREE 
*"Budr in RauBEmnca 1p Stari Soil Stabfc, A WW* 

Dal or write tor bfochura antf lament BECk Ltfl'S cap 

PtT OljtLE' INC. PQ flox 3. DiltWl. arjTjD Cflll 4JVI- 

guy cbroei irdrfi mill ouiilm ana uval 

Buy Direct Save 40 to 50% 
Barren's CARPET MILL STOTE" 

(A MILL OWNED OUTLET* 
bnj &awng& — aii qualities hmness A hwrw wrpqtt. Gill. 
uibiI. ni *ril4i r-oqufornwiCi a-Jlh flO 1m urnpk» JroJundial* 
upnr- iL'lu-n i.r (>j!i;nftsit-i ' 75 «sil (!tQ04 Phi Quel Rd..) 
Dallfift. GA »720 I -900-24 1-4054. 4rt 71 In G*WnJifl I 
800-447-2114 

COMPUTERS ACCESSO Rl E5/SD FT WARE 



WAfCJH KF^LK 'Afi 

GUARANTEED LCNVC9T Pfl«£r Warranty OrtpUM 1 
Enact Wfftgftll LIMITED FREE PROMOTIONS 1 CALL NOW 
L4Q4J Wj-SUSA 

FINANCE- INVe"sT«5|T^^~^™ 

EKPANSON CAPITAL 
Rom Our data tain Oh twor £.000 banks wn un rVid ygu larig 
tflfm mctvrf lor yo^ tartin«*. 1312-/72-QOW. 

HOW TC! RORRD/i ^?^l;.WAJ FROM THE SM*U eu&- 
NES5 ADMINISTRATION CALL V«t&Zl4.MBft 
24 Hot* Htfllm* 



FiTHBfi Vour aA/MS.'MBA-'PnDi' JD tiy £:u« Cr^-UrirvLA, 3B60 
W.liflir* BVd . LA, UA 90010 60 Mm. credia fCKJUhWf 1- 
600-202-B36fl.'2 P 3-362-360 1 



Qua /Pub Adnnn 

Ajd caooj 7*9- 



FREE COLLEGE TAPE E*tarr-I 
Gradual*' UnttergrfcJuaLo, LAW 
OllD^ LAb^LLE UNIVEPSIl f 

OFF CAM5 , L^& UYliuiOuakzad progr^rns 1pr prDlaaKonn 1 ,! -al 
Siwnnrjcr load In Aitln-icin Dottaf i d»^M inCluChOg H^rt- 
mt OoeLuraiHi Fts a gvwtf talitoq und >fl ra mu inlemia- 
bonii AoVTViiAGribv4 Centief, Sorrwnwf Urw#3i(v. Urnntiv. 
Scnwnrwr. TAig, OBQ Enylarnt fel 104H) 572*5 

bACHbLOHS. MA^I tH'v LXXi'tmAL Wijfi€E^ 
Non^*i*jd»n1il|J pfogjuinii S«nri rtwnnn. rnanUgn Ac#dw™?: 
FioOd pnd w» ft loll ^au Oha r^adqi yau MD ■h-unfiy Dvinad 
rrrjm wpfh (iiporrtncn f4ti OUtgalign SOUTHWEST UNI- 
VERSITY, 45G2 Wau NautiliM^ Ave., Mataine LA 70001 
(4001 Of 433-5523 

FACSIMILE MACHINES 



NATX1NAL HOSPITAL SUP PLv COMPANY tjtHd m C*flHx- 
na btmhi anvBltofi ur a Lpfilmj partrnrihip tdsis la irrqpgrl 

e4 mtdtHri ow*jcti. OuliAvtdwig nhirn on lOvMifmrri. Air 

■CCOunbng .V tHMipunfj rp1pranc«B nvaiUiblA 
1 1&, NffflHft BMPrwpt 

INSTANT CREDIT guarmOCMd * ftrt mirXita* by pftgn*» hp 
credit dwk - na tmatm crw^et - uninnlfld crwJIkmi G#t 
irnr -Octld Card" rrum i^iticmfll Opom fV*H-Mif Hfrrarrj tfK 
DvunoObl Call 2A4ioLrt i 30^?7fl 339A Ondll £ul A- 
4243 

■"OPEN A SANK ACCOUNT*" 

■Ffxaign B?r*.ing" Ripl*Tfi» the idvpnUgef, toymi wslnc- 
Ikin*. tnom yOu how 10 4P«n m Swui» aCOoufrl. To Ofdat, 
aerKl 55 95 l.Vtntcd irflm? p>ui £1 00 %npu <0 Depi. B-1, FO 

Oil & Gas Wells 

Being Acquifed By Oil Operator Al A few 
Cants On The Doflar We BeeJi Association 
With Invfistmeril Partn&r For Future Acquisi- 
tions. Please Send QualHiCilbQns- to: 
W.O, USA, Lrtc. 
P.O. Bon 15457 
San Luis Obispo, OA 93406 
(605) 543-0 VQQ 

FRANCHISE OPPORTUNITIES SEflWCES 

GE.T TmC FACTS ON OVER 4 IflS FRANCHISORS 
199? Frsrcfrw Annual D*fltfo*y incfudH HandbwMi «k> 
I casing wfwl you thouid hnovr twror* #n(B*Tnfl fra^enjw 

ncfcjdet Int-clffH chpp4rujj Mq?wy -back Ouamnbaa. 
1NFQ FRANCHISE NrTWS, K Carrlar SL LawiWDn. K¥ 
1a0ft3. 



FRANCHISE 



Your Business, 



fra^Chi^ CONSULTING GROUP. MC 

800^35 BOSTON &1 7-740-22 H 



HOME, OFFICE FURNISHINGS 



TREAflTNDOLS S^VlWGS ON MAJOfl 

BRANDS OF FUHNITU&E 
Catt at wrla Lo4un-6lacK Fu>rmuf* Co 
1 1 1 Sfld^ihill Or., f rwia**a*. NC 273BD 
CALL iOLLfREE l-flnO-3^-73W 

1IHNC Hiisinrt-enffc 

NATiQNWlOf HQMF DELIVERY 



HOwTOrtHPOftT/EiPOflT 



UKIQUE USA A «NT L IMPORT.'EXWJflT BUSINESS DE- 
^EICPMENT GUIDE 539 copy or bM dfltfllls fiRlST, 
PO Do> 227, 4rahw*1. MA Oi«H 

INVENTIONS 

M*VE AN IDEA, »NvCN"iUN, OP NEW PRODUCT? DwiT 
k.^jw wh B | lu do' Car. AIM. #rs may tnj 4^ ha h«fp ClLff Fof 
ir*e mho kn. lD<a Inn 1 JQUtUfn) 

INVENThQNS, WMAS r NEW PHODUCTB WANTED* 
1400-2^hDEA 
eC-NAB, BOS ULmtti 1 . P4tsbuTQ|h. PA 15*38: 



iNVf NTQR5" Innovflbon Cflnrflf in W4lHMnfl(lon. D.C » 
1SW1 V°v irvoUfT 1 RbmwcIi and DnualDD«rwnr fqr In 
.nrorniaiion Sn US » CanaAi; i-»0-2aB 77O0 



INVENT I DNS 

LEAflN HCW 1o ortaf uouf mManlw>n. fw &aia ejr icamia Fraa 
bWkhiil oullirwii p^cadwrai, flatty rim 'auuinwnrnli 
Kaaafatf SaJai CowatiOft. C-62, Fnmort, CMo tU20 

CaSh \w iDEAS/'INVENTiONS 
Ffva MarlufbnglPalanl InMrma^oft 41f>)AMtU CwuJ- 
Lanl. Dcot 1010 ini^bIo Place ^4tOiu^h. PA 15220 

»flffiNTOft& CaTV you pirM a«J pmM rrom ^outUmtCb* 
AMERICAN INVENTORS CORPORATION lor tn» n >^n- 4 
fcqn Ovw ■ dacad* pi laM* I-8W.KW S05E In Maau- 
ehiAHltl Of Cvujfta cH (413| 569-3 75] 

MAIL ORDER 

BUFFALO STFAk.5 puflQEHS, JBWV f COtO 

CUTS. Wp Fwd'am Wm PlOCnaa'aiti torn Mai Anywhura 
Ll-h. ChOloiW'Ol. L->w FbI' 'i^wl bUfWo OmpfHJ or W*£€-v 

Un 

5 * P Bultaio Fppm 
Boj 6, Judfc Wl 53550 60S 334-524 1 

MAILING LISTS SIRVrCfS 



MAILING USTT 
04UJOQ F«St V 

5546 Hin ILU 39 



Ugonj> avudatHi Qtf tor FREE 
fiwtot TOLL-fflEE W0-621- 



HRfcfc NAILING LIST CONFUTATION Emry ulWY 
i^aNitda D*1a** GOCVtAS, bo* 1 107. Blunt. R. Uv$* Or 
citt far (toa corwulrabqn. B00-554 UST Or 447-334-5205 

RES«3NSlve HDTl-NF NAMFS' OopOrhjniay uHBTf/MLU 
cornrxjlanrad peal and *U£* labelti - Sarrai -Aly MVppmcj 
M««d Kudaa - 300^10; 500.'S15. 1 000/S20, 1 .000^135. 
VOOD/tSS: SO.OOQ^UDD Nhk? mc*a7 Nrtortgl Iwt Dap| 
B07. Owrt. AL 3MBM10S. VlSA'MCVCOD Call TOLL 
FREE 1600 913 LIST 15476]. 



MANUFACTURING 



WANTED VJNYl W'NDQW MANUFACTURERS 
CwHiiLl V*Tjlu™P-rjUui.la !u> on uupdilunty la manufacluti 
v\rryt bit r*fH»CflrrHfcm w lnu4¥rE {Muy 4 cr>T<il«l« lintf- nl vir^l 
catemofit wndm A myl ilorm windows. «:D progr«mi 
ailiUtf lo EtrlgjjvD larntqfioi ■^|^ab« M-nirrju inMaprmonl 
iDqu/wi Call idr wnta lor dataih. VtNYLUME PRODUCTS 
INC.. 904 Tod An, Ypungfetftvn, OH 44502 2 1 6-7*4-4 11». 

K*i EST1TE 

RETIREMENT 1 1 WCATION ■'INVESTMENT PPOPETTTV 
SEVEN LAKES-FVfWHJML NC hnU. ElL 5000 Km CHwllf 
PMDrt 5pT1 A wnnii: boabrfl Itahrng 4 w a trntrw iq ; rHng, 24 / 
hr wcuniy Homw & tiarwnttt ivaflBiAi PnvaNi iirwimpt, 
td mrm ffW Intp Cflrnl«i Uinrjrnflrk. PO Ekn **3. W*»l 
E"nd. NC J737-& ^1ft-i73 i31l 



RECVRDS/TAPtS 



eOOkS ON GA55ETTE TAPES Bwmhi. tw^-BuHflrs. 
dfMiC*, ate , ranfl/'biri by mai Frao Carjlpfl In Wo 

tiun, Oopl 11, £ "5LF1 Marngomary ffSOl. Spokann WA 
9920G 509^22-1646 

SEMI NABS CONFEfllNCtS CONVENTIONS 



ATTENTQN MEETING PLANNERS 
Tour program Mil oe IflnHc kvttn our speaker Can ut Itf 
IkflM NabOniJ Nr¥#rt SfHaker^ r3u»B*y. 1 190 N*hO<\fll 
Bido W»ii C)C 2004i WWW 

TELEFHONLTELEJ SEHVICES/FflUfPllOiT 



OUARANTEED LOWEST COST SERVICE IN AMERICA 
WATS bnti, T*e«i Line* 4 Fu^rnM Mn» youf l«tm- 
itHd iiKMpJl26Fflr manlVL^flfXJ^e^OOOrx&W 
BJ 1-3300 10 MD. FAJH Mbl TWiafff?. 

GERMS' Otam 1 frmNr w*ni jrour ofts* PhONES wrffi 
5PFAK EAS'r tha hWohanr Mod^anl T^nggnna/Pappar- 
maH/Baj Say 55 S5 a* S0aa* EWry Cwu . 41« MartJa. 
Tami Hajta IN 47605 MC/Yln 1 M2 E2§6 flnuul/ 
dal -i;h - 1 

TflAVEt VACATION RfcNTAlS/EICHANSES 



ST CftOIK VILLA Maui pocf 5/ 1 - 1 1 1 tl.OOO^w*.. IV 
16.4/30, 11 750/ wk htm ifdairt B4m CoWhV WhrJtH Lft 
WaiTtQtlJ, MA 01 986 S06-afiP? BBt3 Alau, honmsJl* w*fh 
tnfkinil¥* W V*w tor UVt 



CAfi|ft:fiEAN/NEW' FNC5rt.AND VACHT CHARTERS. Spafld 
your wl wcalic« nooarj paur own {jnvaH fadu Ohhh 
powv Oi ad4. L-ifrtrrtJ or bvebHI, 4 4*E« rsnamfl W-ZO0 - . 
We BHC harxJlB Civpatlla t pnvilB ^nlflrtainny CUM nom ft 
mce™, ^ vkW 01 yourtfioiG* «ORWAL^ YACHT CHAfl 
TERS. 1-50^2*3-2744, in GT K>^M- W2L or FAX 203- 
fl3rL07». 



LESSONS OF LEADERSHIP 



Kemmons Wilson 
Changes His Mind 



Wlien the J bunder of 
Holiday Inns retired, he 
mid he'd done it all in 
the hotel business. But 
then he came up with 
Wilson Inns. 



liy Michar.t Barrier 



H 



e is. kuriii rums Wilson says, :l 
man who hates detail work. But 
he means financial details. Whim 
it comes Lo oilier kinds, he is a 



.-Li.r .J ii -. n k.:i f- i.TL.«£j 




onto ine wockl 

Tin/ iMprkir wjjuu-i! in kni.w hnw 
many strips ho should affix to each 
rack — four? "That's what Tin going to 
Uf IJ you< n Wilson said, but first he luid 
uv 1 hi' -ii'ifi- spread hi. i mi rhe nn'k. 
The number ho settled on: .si*. 

Wibon is a bulky, rumpled man 
whose shirt tail lends to sneak out of his 
pants aa he bustles around one of bin 
projects, He is a member of a passing 
generation of Southerners — with the 
t'tahorate courtesy of an earlier tirm+ 
he calls much younger women 
"ma'am"— but he makes no eoncesskms 
to age. Even a alight hitch in his walk, 
which might seem to be one price of 
advancing yearn, turns out to be a re tie 
hf a ehitdhiKKl in-i-nJi'iM I hat put hnn in ft 
body cant for 14 month*.. 

He is a classic entrepreneur. Money 
mutters to him mostly because he can 
is+- it In 1 Slinks, being i ra business is 
more inijNJrtanl to him Lhon the kind of 



4<iumi '•INI H*H 

a n s IVilso n fa u ruled Holititii/ 
ip/tred — and kept busy, 
tfj Wttettii Wurfti titrfrfo am! 
I tin budget hotels trwh as 



*s he ia in, and he knows that 
and imagination count for more 
i[it'r!ise "When I started in the 
atsmess, 1 ' he says of his early 
ith Holiday Inns, "the most I'd 
everoone ia sleep in a hotel/" 

A native nf Osceola, Ark_ T Wilson 
moved to Memphis with his widowed 
mother when fie was !> months okL Af- 
ter he quit high school at 17. he worked 
briefly for a cotton brokerage — his only 
job on someone else's payroll, h*- r>-U:-. il- 
ea saying — and then moved on to a pop- 
corn concession in a movie theater. 
From there he went on to build fi small 
empire in pinhall machines, jukeboxes, 
and cigarette, machines. He sold that 
business for a profit of $2T>iUhmi when 
he entered the Army in Wurld War 11. 
liy that time he way :i hnrne builder, 
boo— he had started by building a ho^i- 
for his mother in VXV.i — nnd he made 
construction his principal business af- 
ter the war. 

In 11151, Wilson Look his wife, Dnro- 
Ni.', and hi* five children, who were 
then all under |0 fc rm ;m uiiinmubilM mp 
Lr i Washington T\\r Wilrion family's un- 
happy experiences in motels persuaded 



Kemmons Wilson that he could do bet* 
lei\ "They charged two dollars extra 
fur each child/ 1 Wilson recalls. "M> r 18 
room beeume flft That's when 1 told 
Dorothy 1 was going to start a chain, 
and we'd never make a charge far chil- 
dren m long as they stayed m the same 
room with their parents/' Other ebon 
comings bothered him; The motels 
weren't clean, they often didn't have 
pools, anil they charged a dollar extra 
for a television set 

"As I raaile that trip;' Wilson says, 
"! measured every room, I figured mil 
all the things I thought were right and 
wrong, I made all kinds of notes, and I 
came hack here and had my draftsman 
draw up the right way," Wilson opened 
the first Holiday inn on Aug 1, 1952, on 
.Summer Avenue,, then one of the main 
highways into Memphis. 

Wilson ho ill the first four Holiday 
Inns himself, then look on ;§ partner to 
help him build more. By the mid- ^s 
they were franchising. The construc- 
tion of the interstate highway syatem 
spurred Holiday Inns' growth, but the 
biggest boost came in the early 'h^s 
when Wilson put his personal fortune 
on the line so Holiday Inns could buy an 
$8 million compuLeri/.ed registration 
system. It enabled travelers to reserve 
rooms at Holiday Inns anywhere in the 
country with one phone call to the near- 
est hotel in the chain Business in- 
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NATION'S BUSINESS CLASSIFIED 



Nation'* Bu*mo** Murrh 



CAREER OPPORTUNITIES 



PHYSICIAN PLACEMENT 

NATIONAL MEWCAL GROUP War* indB^nrtonHv Vr-rncn- 
fuw* rtifunv-PtiMnMI Eipn^-SW.OO&Sioo.WO Cvp- 

rntisjcni. |Bfrtj Dfil'J 



CARPff 

mf ME**DC!U3 5AV iNG5 ON ftWJCW BRANDS OF tARPET 
R&t. th« Carpal Cipriai or ma Vferld 
FE-ATURiwS CAftPE TS OF ANSO V WOflRY-FRFE 
' 'Quill -in Hailmlanca In Slam. Soil, Slate, A W* M 
Can or wnle lor brothufe and mi^l l BECKLEfl'S CAF), 
PET OUTLET. INC . P.O Son § DaSon. OA Call 4J04+ 

Buy cbr&Cl Imrn mil I oullel find naval 

Buy Diroct Save 40 to 50% 
Barrett's CARPET MILL STORE 

(A MILL OWNED L'Jlfl 
B^g Mvtngi — oil qujiiiiwi buunwn A phhm carpim GjH. 
vicil or wita rAQLiramo44i with (10 lor tarn plot iralundiatic 
upnn rolutn puf..'niihel i-75, trail 135, (3004 Puqual Rd.,| 
DiflMK GA 30720 r -800-24 1 -*064, hL 7§ In Otckuu t- 
fQQ-447-41 H 

COPIPIfTERS / ACCESSOR IES/SDFtSrI^ 



ihi rriRRvrnRc 1 - . 



LiMr 12th y tiara! DISCOUNTS 

COMPUTERS FM( CFU.ULAR PHONES 
J* fgt Prepaid 5m Tax 
j^p^ Toil Free 800-231 ^6fl€ 

23fil l«fN Fmj KiCy l»t«jilDrv? TX 774W 



0 1 R EC T D FCJ E S /GUI 0 ES PUBUCA HONS 



fiUflXTTS, TURNAROUNDS & WORKOUTS 
Find tt*em ci ir* &uvrwtG Ba**-iuptct Raport 
1 ;■ h ■ 

EDUCATION /THAI NIN E PROGRAMS 



FAX 




wf MM 
TOP DISCOUNTS 
SHARP * MURATA 

■ KIT PRICES IN THE COUNTRY 
* FULL SERVICE AND TRAINING 
p NO SALES TAX 



rn inaiinl call 1-219-2Sfl>7^» 



EXECUTIVE GtfTS 



FinrtT "lout BAfMS'MGA/PtlD' JDl> lIQfr ClhriJnwL* 3M0 
Wls/tira Shid., LA, C.i 300:0 Utf 6«m credtt* ttqiarad T- 
B00-262-fl3BS^ ?1 3- JB2- jBOI 

FREE COLLEGE" TAPE Cnluihnl Imj-om Bin ,'Pufo Adrtiin. 
GrBiAialii/UndcfaiadLalf. LW F.fmnLial Ad <&Kr) 75*- 
0005 LA^L UE UM^flSITy 

OFF-CAMPUS indVcHJpnjBd pnpgnim? lof proraaajan**! U 
Sornarwri load: IC ArtanCfcfl Docinr'N tfttg*Mi indtkfcng Hififl- 
tr Oocbvoul Pot b garwil cawoQ land |fl to it* InTam*- 
lonal Adfnittiw«iiv0 Catiw, Bonwstf Untvarwy, Httiiwlaf. 
5wn#wt TAl-5, OBO England [04GOJ 57254 

BACHCLOR5, MASIEftfl. DOCTORAL Dh G*EE5 
Non-***d"tTl4i* propwrn* S«nd raWKial. roantign AcidafraC 
FihWL find we'll mil ydu Ihc =l«UL* wu'u almadY aamud 
PEfXT* wnrn ffipeEmniiii No Ot*a*t}on SOUTHWEST UNI 
WE RSI TV. 4532 Wbfcl NajMlinm Avti., I^EMirl« LA TOOOi 

FACStlilLE MACHINES 



■ ■ ■ y^tf£n R£pL^CAS' * *** 
uUARAMTTEO lO^ST PfltCES> Warrjniy ^HdpAiPsd' 
ErtCl w*gn1l LIMITED FREE PROMOTIONS' CALL NOW 

FINANCE/ IMVE£T«jIrS~ 

EXPANSION CAPiTAjl 
F-QfTi our dmia tsau or owir 2.000 btnkl ** eui Imd ^ou ion(j 
harm morisy lor foyi bul*n**# 1-2lZ-7?t-0n39 

HOrt T G flOftRCW t^O.U^J FflOM THE SMALL BUBU 
NESS AOWl-HlSTnATTON t^LL 1-800-2M-4WB 
Zi HOI* Hollun 



NATIONAL ^OSWTAL SuPPL* COMPANY ba»d m CiI.Iqe 
ma unki uivB|Gan» on a wnAed fnrtn«rbt>(] batii i» import 
□I i ic-JiLal prOfkJCll. 0ula4ftn*ng raturp on riiu«»lm«nl AH 

B£nr 1 fa NaliDn'4 Bu*r>m 

INSTANT CREOIT guart^CMd m Uv* mtnulB* by pnuna' No 
cre*r crM»<t. "i^ ir.itiifK! rhaigps .mln-nlad eft- 
Ih* GoUJCanr Irrjm NjtfM*i«1 Cr«*( iVi*» Ma*Ii 
nvmlBCilnl CaJI 2* *Xnxx 120^774 ^9* Dad 
424-3 

*"OPEM A SWISS BANK ACCOUNT" 
"Fpnai ^mrtanq" Bt&ptr* tha advanttgai, hh 
IniYi, ahclnflk yotJ how to op#n a Swiib accounl 
Mud 55.95 (kfrtfid C<tarh ph» »T 00 sJlfiy ID Oep 
B0k l-M. w Vnrn^jTfr MA 0SA73 

Ofl & Gas Walls 

Being Acquired By Oil Operator At 
Cents On The DoSlar Wa Seek Asi] 
With InvBatme^l Partner Foi Future 
tifins. Pl^se S^nd Ouaiihcatons to: 
W.D. USA, Inc. 
P.O. Box 
San Luis Obispo, OA 93406 

FRANCHISE OPRORTUNtTIES/ SERVICE 

GET THE FACTS ON OVEH 4 FRANCHr: 
HUB FfiKhrH Annual 0v9&ory **Art*a Hand 
>-:in.j wt«L vw MmM h.novp Iwtom antannQ 
t^S '-it inr:l.ri10B Irnl-rraaa shipping Morwy tmcr ■ 
INFO FRANCHISE NFWS, T'JB K Canlar St, Lai 
1J0K 



FRANCHISE 



Your Businei 



FRANCHISE CONSULTING GROUP. I 

aOO-354-aOll BOSTON SI 7-7*0-2: 
HOME/ OFFICE FURNISHINGS 



TREUEN0OLJ5 SAVlftOS ON MAJCA 

BRANDS OP FURNITL'PL 
Cafl W wP4e LDtkfv.9auA FuinitUh> Co 
r 1 1 StdgihMl Or . Tnemasv^, NC 2?3«0 
CALL TOLL HIEE l-eOC-33i^9» 
OnNC Ml! »1 §-471*1171 
N^TlO*fW'LJE i<3ME OElF^EP V 



IMP0RT/EIP0RT 



HOW TO^MPOftT/EXPOHI 
S<H«OT. alt rOrtfl. Drawer BJ«JJ. Hanaait Gty. 



INVENTORSH lnrxw*t»n Ctmtnt In ^nctangton, P.C 
r^BieI yo,i 1hr<Mjpli Raaawch and DflY€■lnp!^H^nl■ | Fof h 
i-'EjETtflton In US A -JannitJa 1 ^JO-?2fl-T700 



IHVEKflONS 

LfAPAJ HOW Id nflm your *M»n1trm. lamia 
boomer lpl4Ip*& pFWadtfiA royatrt vLia nnjurvmwiH 

Sal«fi CflfpCf tliOft. C-62. FnTOTtl. Omfi O4f0 



UNIQUE. USA A INT1 IMPORT .'EXPORT BUSINESS 0£ 
VELOPMENT tiUiOE S?9, W'copy it Im danift ORiST. 
PP. B<M £27, AnrmrBl. MA Q\m* 

INVENTIONS 

HAVE AN IDEA INVENTION OR NEW WODUCT7 Don'X 
know wtwr to do 1 ? Call aim, *tt nn^ Eta flbfi to n*to l'bji ior 

ma Into 14, toH fr» 1 -SO0-2^5-fta«0 

INVENTIONS. IDEAS, NEW PWQOUCTS WAjNTEOI 
1- B00 -2M- IDEA 
ISC-NA& 903 UtMirty. HWibtf^i, RA lUZt 



CASH IN' tOEAS/INVENTAIrN^ 
Fraa MatUUFkJ/Palanl hEfcrmalton 41Z-341-4TU fcrw* 
tani. CW 1 Dtp f^Mlrr m*ea. PAttbul^M, ^ 

l\ v'F A 4T-. JhS' s .an v ^.i r.al*n"l *nrl phi^H Irmn r r.« cj^j". C4|l 
AMERICAN VNVENTIDRS CORPORATION *qi traa nforma 
Ion Ovoi m rtMade Of ee^v*Ca MWHe- 565-9 In Md&m 
i of ChwH c*» C4Tal Bfl*-S7Sa 



MAIL ORDER 

BuFFAlO STEAAS. ROASTS. BUW3EFH, JERKV A COLD 
CUTS Wa F«d'aflh W» PWMi« Wfl Ma* Anv^riurft 
to* C^-jnictnl. ..cr* UV Ft-rl0*i IMHto ^«hI#I or Wmn- 

■m. 

S4 D Butfalp Farm 
Box 6. Juda Wl 53553 ee«-ttt*-57^1 



ATT ENTION MEETING PLANNERS 
na/ pregrarn wll be torrHic *im cv tpeahefi CaP un tfir . 

^oes ^ni<.n^M^N &PMHSH, ftyraau. UMNflhonfl! Prow 

HMg-. Wa*h , DC 50045. attWl^M 

TELEPHONE TESEK SEHVIGIS/ EQUIPMENT 

GUARANTEED LOWEST COST SEHVir:t =N AMfcHh ^ 
WATS m«t, T«fu Una* t Faaurnii ftnvt tor *&ir i«l«v- 
Md, li low u « 2* pw Cal »Q-fi3A-M0G or 800. 

KJT^JOfJ in M0 FASt Ml .*4U.£ftA7. 



GERMS' PMnM 41 rrnty npnnt ywx oKica PHONES wtfi 
^PFAK f A^V Ihr- 1c***pho*ia flood DM nt Tangwino-'Poppar 
mini -Prq, 5k V S5K H. SpMh Eahv Corp., 4122 MnrKM, 
Tcrre Hauls, IN 47BQ5 MCWiU 1-«DD-222-22Sfi RftTady 
ddt nMd«et 

TMIWfWiATtWI PtlHTAU/EXCHAUSa 

ST CROIX VKJA- MmM, pool, fV Tr5, It.OOO^wh.. St/ 

1 l* J .'30. It TW/m^.. Lour aJrfam Bw CoMnt, WnQnl Ln. 
Hipllltllll, MA Dti66 50fl-6g2-«t3 Ar3Q. homwrla Wffll 
4wiimf Be* vidw to« Htt 

CARiBBEAN/NEW ENQlANO tACHT CHARTERS Spond 
IKJUT n»Kt ^IWlJori atXMrrJ jnji^ owr [vni#tf> y»chl Clyxiw 
poaiai if MM. crvwtd ui bafwoal, A vn iMrasng + 
VWa altn n flr ,rtHi i£ifj»ra|fl A rvMH« DnlDrtflJnmg QaJl rw to 
laaorMa Iho yarrtt of yoia rftcrtqa NCfiWALK YACHT CHAfl. 
TERS, 1-M0.I4J.J744. n CI .^u3-rjK! or FAX 

fl1fi UJSA 
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LESSONS OF LEADERSHIP 



Kemmons Wilson 
Changes His Mind 



Jl 'he ii fhejam'tffer of 
Holiday Inns wtired, he 
said ke*d done ii aU in 
the hotel business. But 
then he came up with 
Wilson Inns. 



tip \firtttn i f turner 



He lb, Kornmuns W'ilson say*, a 
man who hate* detail work, But 
he mean* financial details. When 
it comes to other kinds, he is a 
detail man par excellence His attention 
to detail won him da/^Jiiie; success with 
the Hulkky Inns chain, which he found- 
od in 1952 and ran until his retirement 
In 1979, Now he is back in action, build- 
ieiK another bole! chain, a chain e>f bud- 
get hole Is cn/Lirirtir hi> name. Ami. once 
agajn, he is hearing down on the de- 
tails. 

In January, a few days after his 76th 
birthday, Wilson was prowling through 
hi* second Wilson tnn t a fives Lory, 108- 

r . mi.-Ut . '.it-h-Li-rii^i * -1 T 

Interstate 4(1 iti eastern Memphis, Tenn. 
(The first Wilson Inn opened la.st Octo- 
ber; a few miles away near the Mem- 
phis airport) The* new hotel was almost 
finished, with its opening two or three 
days off. and Wilsim was conferring 

sw j I ! ■ worker on "an invention of 

mine/' 

Everyone why has spent much time 
in motel rooms knows the low-slung 
dressers or chests thai double us lug- 
gage rack*— there's just enough room 
on top for a suitcase, When a suitcase Is 
Hung on one of those rucks, it can easi- 
ly scar the wood, so Wilson came up 
with the ides of attaching gill plastic 
strips atop the racks, so that Kuitrases 
would fall onto them and not directly 
unto the wood. 

The worker wauii-H in know how 
many strips he should affix to each 
rack — four? "That's what I'm going to 
tell you/' Wilson said, but first he had 
to see the strips spread nut cm the rack. 
The number he settled on: sis 

Wilson is a bulky, rumpled man 
whose shirttail tends to sneak out of his 
punts a* he bustle- annind nne his 
projects, He ift a member of n passing 
generation of Southerners— with the 
Ma borate courtesy of an earlier time, 
he calls much younger women 
"ma'am"— but he mokes no concessions 
to age. Even a Alight hitch m his walk, 
which might tfeem to be one price of 
.iiJ's.fciiLMEi^ yr;ji'.-. turns out to he a relic 
of a childhood acridem 1 1 1 tl r put I r i i e i i in a 
htwly cast for 14 months 

He Is a classic entrepreneur. Money 
■ p 1 1 l 1 1 1 : r:- i n hi in M^ i.'.tly heeause he can 
use it to da things, being in business is 
more i ir.| .r'l .u ,1 lo lum !h:ui I be tilid uf 




r*awa dkibclll— iljci 



fiemmons Wilson foundi-d Holiday 
inns, retired — and kept buny, 
building Wrtstm Wurhi hofrtat atnf 
Wit vtt* fun UfttUjrf hftU'tx, srtrfi If* 
titter in MfHtpftix. 

busmen he t& in, and he knows that 
energy and imagination count for more 
than expertise. "When I started in the 
hotel business/ he says of his early 
days with Holiday Inns, "the rnasl i d 
ever done is sleep in a hotel" 

k native of Osceola. Ark, r Wilson 
moved lo Memphis with his widower! 
punt her when he. was 1+ months pjld. Af- 
ter he quit high school at 17, he worker! 
briefly for a cotton brokerage— hiss only 
job on someone else's payroll, he relish- 
es saying — and then moved on to a pop- 
corn concession in a rmwie. theater. 
From there he went on to build m small 
empire in pinlxB.ll machines, jukeboxes, 
and cigarette machines. He sold that 
businesN for a profit «f j2»0,fKK) when 
he entered the Army in World War II. 
By that time he was a home builder, 
ton — he had started by building a house 
for his. mother in IS33 — and he made 
construction his principal business af- 
icr r 1^- wur 

|rj Ittfil, Wil.sou Inak his wife, I h irr i- 
ihy, and bis five children, who were 
then all under If J, on an u urn-mobile trip 
to Washington. The Wilson family's un- 
huppy experiences in motels persuaded 



Kemmons Wilson that he could do bet- 
ter. 'They charged two dollars extra 
for each child," Wilson recalls. "My $fc 
room became ¥ JH. That's when 1 told 
Dorothy I was ^oinj? to start a chain, 
*?id we VI never make a charge for chil- 
dren as long as they stayed in the same 
room with their parents." Other short- 
comings bothered him: The motels 
weren't clean, they often didn't have 
pools, and they charged a dollar extra 
for a television set 

"As i made that trip/' Wilson says, 
"I iin-usured every nHum, I ri^un-il mil 
all the things I thought were right and 
wrong, I made all kinds of notes, and I 
came hack here and had my draftsman 
draw up thr right way. M Wilson opened 
the first IColiday ftin on Au*r. 1. 1952, on 
Summer Avenue, then one of the main 
highways im^ Mi. 4, i ■ | ■ I lj - 

Wilson built the tirst finir Finliday 
hin* hi ruse If, tli^n took on a partner tn 
help him build mure. By the rnkl- fittf 
{ they were franchising. The construe- 
I tkpn of the inters tnte highway system 
spurred Holiday Inns" growth t but the 
biggest boost eame in the early 'fiOs, 
when Wilson put his personal fortune 
on the tine so Holiday Innw trould buy an 
(ft million wmpulvrv/.wl reui^tniUnn 
j system. It enabled travelers to reserve 
rooms at Holiday Inne anywhere in llle 
country with one phone call to the near- 
est hotel In the chain. Business in> 



7& 



Kemmons Wll&on Changes His Mind 



LLSSONS QF tEAOOISHIP 



"I've been accused ofmanjt things in 
my Ufa but newr ofindecman, rr §ay& 
fntmpmneitr Krmition$ Wilson* *7 
ii/uvi^ made up my mind, and tee 



NauuiTi Bwiwu March 




creased, and franchise applications 
poured in. "From that day on," Wilson 
says, "it was just a matter of allocating 
franchises 1 /' 

By the early 70s, mure than 1.400 
HViilny Inns rircEed the gluU' Hm Ml*- 
energy crisis of that decade drove down 
the company's earnings and precipitat- 
ed miiSKip-nM-nl changM.-, Wih-mi start- 
ed Mi feel like a stranger in his uwn 
company, "I've been accused of many 
things in my life, but never of indeci- 
sion," he says. "I always made up my 
mind, and we went." That entrepre- 
neurial style was out of place in Holi- 
day Innt as it had evolved by the late 
70s; instead, Wilson complains, 11 every- 
tiling WHii run 1 1> eommiUeea " 

In March 1975*. after a heart attack. 
Wilson underwent open-heart Margery. 
From his hospital bed< he put through a 
conference call U> his board of direc- 
tors, urging them Lc» reject the proposed 
acquiflitkm of a restaurant chain. The 
fjoard voted against him. He decided 
then to pet out, and he retired from 
Holiday Inns in June 1979. 

A few years after he retired* Wilson 
was quoted as spying thai when he left 
Holiday Inne he "had done all you could 
do iu the hotel business."' Hut now he 
savs, "Only a fool doesn't change his 
mind/* 

After be retired, Wilson began 
dabbling in new businesses — he 
even became a manufacturer of 
nacho chips— and rh-si h»- start- 
id edging back into the hotel business. 
First there was a time-sharing renorl.. 
Then he built a Wilson World condomin- 



ium hotel, then two traditional hotels 
named Wiltion World, and now he is 
building four more. 

But the Wilson Inns are* he says r Nlh 
"new toy," He announced the new 
chain a year ago and predicted that 100 
inna would be under construction be- 
fore the year was out 

Only nine inns have been built or 
started,, but, Wilson flays, that ts only 
because he decided to hold ofF franchis- 
ing until he got all the bugs, worked out 
of his idea, 

Witeon pioneered the standard] red 
mote J room, Early Holiday Inns all had 
120 rooms— each with one or two 
beds— in four one-story building*. Now, 
he says, land prices have made only 
high-me inns practicable, and no one 
has brought the same standardisation 
to them that he brought to the early 
Holiday Inns: "Til bet you no one's ever 
built a Kve-Htory building 11 times/' 

•standardization does not meun uld- 
style cook ii ■-cutter uniformity, howev- 
er. Wilson is building his new inns by 
hanging concrete slabs from 45-foot 
steel columns, spaced 15 \/2 feet apart 
That means there are no toad-bearing 
walls, and that means in turn thai the 
monks in a Wilson Inn can fit together 
in ingenious ways. The rooms come in 
1 1 styles and sizes; some have kitchens, 
and two have not only a pair of queen- 
sized beds but also an alcove with bunk 
beds, permitting families with several 
children to stay in one room. 

Each room has a desk and a refriger- 
ator, and local phone calls are free — 
features chat Wilson hopes will appeal 
to business travelers. 



After Wilson left Holiday Inns, some 
i.f hi? former £Nj I Ungues claimed he had 
grown outdated because his idea was to 
"build "em cheap/' but, he »ya p "my 
idea is? still to huiW 'em cheap and sell 
'em cheap*" Re rattles off the figures: 

"If we can run 65 percent, occupancy „ 
we can make a good return. We're ptfO 
dncing these rooms for about 517,000 
[per room], and let's say $4*000 for fur 
nishings. [f the lot cost $200,000, that's 
12.000 [per room], about $23,000 [per 
room, for everything]. The old rule has 
been that you get a dollar per thousand, 
For whatever you're spending, You can 
make money at $23 a night, but you can 
rrmkr a lot of money at & a night." 

And so. rooms at the Witeon Inns 
start at 92335 a night, for a single. 
That is a reasonable price in today's 
market, but within a few miles of the 
first Wilson Inn, on the inters Late loop 
through southern Memphis, other 
Chains are advertising single rooms for 
$n and %1 less. Those rooms may not be 
the cr]ual of the Wilson Inn's, but Wil- 
son is facing formidable competition in 
the "luxury hud gel" market: Quality 
Inns, for example, is planning a chain 
of liO0 Sleep lnns t whose rooms will 
have refrigerators and TV sets with 
built-in videocassette recorders— and 
will rent for around $30. 

When Wilson started Holiday 
Inns, lis combination of reli- 
iLhility, comforts and a reason- 
: l I • U - [irkv w:l:t- revolutionary 
There is nothing comparably novel 
about the Wilson Inns, or, for that mat- 
ter, about Wilson's competitors- Today, 
success will likely go to the budget- 
motel chains that strike the best bal- 
ance between price and services, and 
Wilson s long experience may have 
made him the befit judge of how Id do 
that. 

And if not— well, he has lots of other 
irons in the fire. Dozens of them, all 
under the umbrella of Kemmons Wil- 
son Cos* He has a big stake in a compa- 
ny making potpourri, and ha is still ac- 
tive (usually a* a 50-50 partner) in a 
construction company, an indoor k ports 
complex, and too* of other enterprises. 

Is there awy kind of business he 
would avoid? *'I don't do anything un- 
less I think it's going to be fun/' Wilson 
says as he drives a visitor to one after 
another of his properties. Then he 
points out a cemetery in which he owns 
a half interest A cemetery* (s it fun to 
he in the cemetery business? 

"J don't have to go near it/' he says. 
That makes it fun 1 IB 
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Congressional 
Alert 



Here, in brief, are important legislative 
isHUL'bi aluiig with su^e;e±>fJoiih [nmi 
Nation '& Busing on what you should 
tell members of Congress shout them. 
Addre&&esr U.S. Senate, Washington, 
D,C HKlti and U.S. Houw-.,.f 
^preventatives, Washington, D.C. 



Options For 
Child Care 




By the year 2000, GO percent, of adult 
women will be working and they will 
make up about 47 percent of the labor 
market. Children or dependents who 
previously had been cared for in the 
home by a nonwo rkin^ female may re- 
quire other forms of care. Businesses 
have found that they can best address 
work-and-family concerns through vol- 
untary, flexible personnel policies DT 
employee benefits, These policies lead 
to higher employee morale and produc- 
tivity > result b more successful recruit- 
ment and retention, and stem excessive 
absenteeism. 

The LLS- Senate and House of Repre- 
seiiiativett are likely to consider child- 
care proposals in the 101 s/t Congress, 
The House Education and Labor Com- 
mittee scheduled hearings on H.R. 3G\ 
the Child Care Assistance Act, which 



was introduced by Rep. Dale Kikieo, l) 
Mich. The bill would establish a federal 
program fur child-care artMislance and 
federal guidelines for day-care centers, 
A similar bill, S. S, has been introduced 
in the Senate by -Christopher l>odd a 
Conn. 

Contact your senators and represen- 
tatives to urjfe them to support propos- 
als that would give employers incen- 
tives to make child care more 
affordable and available, limit the fed- 
eral governments role to addressing 
the liability-insurance eri.4« as a factor 
in day-care shortages, and identify pro- 
grams and demonstration projects. Tell 
lawmaker b that any appropriate regula- 
tion of child-care services should be a 
function of itate and ]ocal authorities. 



Mandated 
Health Benefits 




Employer-provided health-care benefits 
form the major source of health insur- 
ance for workers and their families. 
Employers provide health-care cover- 
age in 132 million people, 84 percent of 
the total private heafcth-care coverage in 
the nation. 

State or federal mandates requiring 
employers to offer health-cart - cover- 
a#e and KoVerning the design or fi- 
nancing of benefit plans may make 
health insurance too expensive for 
many firms-, forcing employers either 
to cut wages or to reduce benefit thai 
employees prefer. For small and medi- 
um-sized businesses, the added finan- 



cial burden of mandated health benefits 
may force mure drastic responses, such 
as layoffs or even the closing of compa- 
nies. Moreover, the added burdens of 
mandated benefits could hamper the y-[ 
forts of American! companies to hecome 
more competitive in world marketo and 
could limit employees' freedom of 
choke* 

Contact your senators and repreien- 
t:uives to urge them tn oppose mandat- 
ed health-care legislation, and ask Lhem 
Id suppnrt alternatives that cut health- 
insurance cosbi yet allow choice in 
benefits packages. 



Hiking The 
Minimum Wage 




Legislation to increase the federal mini- 
mum wage will be considered fay the 
lOisL Congress, despite conclusive evi- 
dence that previous increases have re- 
duced jobs and boosted inflation. 

Historically, minimum- w&gft in- 
creases have been inflationary, have re* 
duced entry -level job opportunities, 
have resulted in decreased services to 
consumers,, and have contributed to 
overall wage inflation by producing a 
''ripple effect'' of amw&'th^btttrd 
wage increases. H.R, % introduced by 
Rep. Augustus Hawking D-Calif , t 
won Id raise the minimum wage to $4 .65 



per hour over three years from $3,35* 

Sen, Edward Kennedy, D-Maaju 
chairman of the Senate Labor and Hu- 
man Resources t"ommsttee p has sched- 
uled hearings and has stated that in- 
creasing the minimum wage is a 
priority for the 10 1st Congress. 

Contact your representatives and 
£HjiHtors In urgr I In tii Hi uppuHe Ifgisla- 
tion raising the minimuni w.i^t) jmii in- 
stead to support ways to stimulate job 
creation, such w a lower training wa^i- 
and credit allowances for tips. 



Editorials 



CUMMEHtTlHY 



ifbiusinvfis people do not 
express their concerns to 
members of Congress, 
legislation harmful to 
companies and the 
economy could he passed. 



s: Applaud The Cooperation, 
But Be Prepared For The Conflict 



In this eariy pirns*' of his administra- 
tion, President Bush us properly riis- 
playing 1 a spirit of cooperation with the 
fpjidi'r.-Uj! nf (Fn- [JiMiiN( fc nii.ic-i , n]LTn»li<Hi 
Congress. He has pk'rigE'ri that thr ex- 
ecutive branch of government will try 
Hi work with the legislative brunch in 
resolving national problems. And the 
congressional leaders have responded 
in kind. 

This Sense of a common purpose i* 
the right note at the outset of a new 
president' v and a new Congress. It re/- 
minds us that regardless of political di- 
visions between the two branches and 
within the Congress, our federal gov- 
ernment has the common mission of 
serving the public interest. 

But there will inevitably be conflicts 
over interpretations of the most effec- 
tive way to serve that interest. In fact, 
the new administration and the 101st 
Congress fire already nn u collision 
course over several major issues of 
pressing concern to business. 

Those issues include lax and spend- 
ing iwilicies- mandated benefits, includ- 
ing health insurance and parental 
leave; minimum-wage increases; and oc- 
cupational- hazard notification. 

The business position on these issues 
is clear-cut: Tax increases would h% 
eounterp rod active because they would 
halt the economic expansion needed to 
generate revenues; the answer to feder- 
al deficits, therefore, is spending disci- 
]j!in.e 4 not tax increases. 

Mini mum- wage increases and man- 
dated benefits would hurt more work- 
ers than they would help because the 
added costs would force many employ- 
ers out of business. 

Proposals for occupatknaJ-hasard no- 
tification would add cost and paper- 
work burdens but would give workers 
no more protection than they have un- 
der existing laws. 

Members of Congress aligned with 
organized labor are pressing for pas- 
sage of such legislation, and some 
rough times are ahead for those op- 
posed to such government intrusions. 
Says Albert D. Bourlsnd, vice president 



There mil inevitably be 
conflicts over 
interpretations of the 
mast effective to 
serve the public i?iterest 
In fact, the new 
administration and the 
101st Congress are 
already- on. a collision 
course over several major 
issues of pressi7ig concern 
to business. 



for congress iorai I re latin of the tjJi 
Chamber of Commerce; "We have an 
enormous task before us. Business men 
and women must be ready and willing 
to convey to the member* of the 101 at 
Congrefls the Impact that proponed leg- 
islation will h:LM- on their businesses 
and communities, We must remember 

| that although these elected officials are 
our representatives, they cannot know 
the repercussions of legislation on their 
constituents unless they are informed 

I by i \wm. 

Business people have a heavy respon- 

| sibility, therefore, not only for keeping 
themselves informed on issues of major 
concern to the private sector but also 

I for keeping elected officials aware of 
trie impact those measures woukJ hue 

■ on the enterprise system. 

Without such activity, there will be 

) the danger of the passage of legislation 
that could do great harm to individual 
I -N-: losses .m-l to i he econocm general 

Big labor is going all out in support 
of its legislative goals. The business 
community should do no lens. 



A Typical Washington Story 
With A Typical Washington Ending 



in its ejection-year upM - .., uf health' 
care coverage for catastrophic illnesses 
among the elderly, Congress once again 
portrayed itself as the generous protec- 
tor of the nations older population. 

The legislation was passed amir] a 
chorus of praise for the many benefit* 
it would confer on senior dliatc?ns who 
incurred massive health-care bilk. 

Hat then people began reading the 
fine print- A lot of thenx including 
many of the elderly in whose name the 
bill was passed, did not like what they 
saw. The legisJatiuti provides many 
benefits, uj be sure, but it also carries a 
hefty price lag that will he paid by the 
same people eligible for those benefits. 

The Medicare Part B (doctors' care) 
monthly pn-mium will be raised, and 
there will be a new annual, supplemen- 
tal premium equal to $42 for each $160 
paid in federal income taxes. The latter 
charge has a $1,050 cap. but many of 



the elder!) an- saying they diii r ■ i ■ L ex- 
pect that Lhe new benefits would carry 
such out-of-pocket increases. 

While some members of (Congress 
have n-fij prided to complaints by prom- 
ising to review the premium scheduler 
the likelihood of change is considered 
remote at a time when curtailing the 
deficit in the top priority in Washing- 
ton. 

The experience may have some long- 
run positive results in terms of weigh- 
ing "benefits" conferred on various 
population groups. In view of the way 
the catas trophic- [3 In ess bill was pre- 
sented to the public, perhaps those 
groups singled out for future largesse 
will be more careful to begin evaluating 
early in the legislative process who is 
going to obtain the advantages and who 
is going to pay for thEfn. 

What's that raying about free 
lunches? M 
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Whether you do business with Los Angeles or London, M inneqpolis or Mani la, one thing is certain — time waits for no one, 
That's why its i mportant to go wrth the air express company 1 hat hel ps you stay one step ahead d r he clock — Federal Express, 

Federal Express delivers on lime to lens of thousands of destinations in over 100 countries wor!dwide r in virtually every 
h me sane on earth. 

And when you consider al I of our other i nter nat loud copobi ht ics like ou r advanced COSMOS 
rnjcking system, our money back guarantiee, free proof of delivery and our customs experience, 
rhe choice becomes quite clear. Coil Federal Express for your next package. When we promise 
you the vwrld we really mean it 
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What Feels As Good 
As A Swintec? 




There are some things in life that we just can't 
compete with. Like the feel of a puppy's fur. 
Or the soft touch of a baby's skin. But aside from 
a few exceptions — and especially 
whfii it i/omrs UJ nl'llcf 
products — Nothing feels as 
good as a Swintec 

One touch of our machines 
and you will immediately 
sense the difference in our 
specially designed keyboards 
They have a comfortable, respon- 
sive feel unlike any other on the 
market. We like to call this unique 
keyboard action, "MAGIC TOUCH' 1 
Each key is carefully sculptured, allowing your 
fingertips to glide smoothly across the keys. 
And that's a good feeling. 




With a Swintec typewriter, typing system or 
caltutator t you can treat your fingertips to 
the exclusive teel of the industry's most 
responsive keyboard each and every 
day. Once you tiy it, we know youTl 
agree— Nothing Feels As Good As A 
Swintec. Well. . almost nothing. 

L For a free, fuJJ-Iine brochure or 
a demonstration p simply call 
l-fiOO-225^0867* 
The Keys. The Touch, 
The Response. 

NOTHING FEELS AS GOOD AS A SWINTEC" 



swintec 



CORPORATION 

I t WW Swtrttee Corporation RO. Box 356, Moontihk, Hi 070174 
Cird« 51 on He*dur Service C#rd 



